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REVIEVVER
“";;-: Valrniki Mohip (Manager), Gitbert Vega (Manager - Co-Planner)

* Dorothea Perry

 Rep il - Tech Suppart
_ Position Number

Cable Operations
" Business Unit

. TSG Level 2 - Jericho
-« Depariment

"1 Rep |l - Tech Support
Fosition Title

G-

JA0553



Case 2:15-cve¥a5ARIBA KD cDnentrieh B0/ Files] 12A4VT3, H’%Eg;ﬂﬁ]dlf a@6358 PagelD #:

Agilit
g ' I y Peeparing Catlevisionaries far whats nest

Contact Centers CSRs, ASRs, T3Rs, Leads - 2014 - Resolve customer's issue the first time,
ensure no Repeats

» First Call Resolution Rate = % of callers not calling for similar issue within 24 hours
{Valuahte Contribtitor perdormance = 91%)
» Quality Rating = Average Score of internal Quality

Assessment '(Va[uabte Contribyter perfarmance = §0%)
Start Date . Due Date Prograss
11172014 12/31/2014 0%
Visibility |

Yes

Gilbert Vega (Manager Co—PIannar) Btrang Ferformance

“Cnm‘menta 5

Valmiki Mohip (Manager)
First Call Resolution Rate = 83.7%

Quality Rating = 85.0%

Contact Centers CSRs, ASRs, TSRs, Leads » 2014 - Seek opportunities to educatelfempower
customers to utilize self service and alternate contact channels, through increasing personal
usage of proactive email tool

» Quagity Rating = Average Score of Intef'n"él Quality Assessment
(Valuable Contributor performance = 80%)

Start Date Duea Date Progress

121302014 12/31/2014 0%
Visibility

Yes

Gilbert Vega (Manager - Co-Planner} Strong Performancs

Valmiki Mahip {Manager).
Quality Rating = 85.0%

2014 Year End Raview T
Dorothes Petry , ‘ Page |2 of &
' JA0554

LT R Y O ]
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Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Seek opportunities to educate/empower
customers to utilize seif service and alternate contact channels, through increasing personal
usage of proactive email tool

* Quality Rating = Average Score of Internal Quality Assessment
{Valuabte Contributor performance = 80%)

Start Date Due Date Progress

1112014 12/31/2014 0%
Visibitity '

Yes

Gilbert Vega (Manager - Co-Planner) Strong Perfarmance

Valmiki Mohip {(Manager):
Duplicate

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Actively engage in all communication
activities, meetings, focus groups, training sessions and ones on ones; Deliver excellent service
in every customer contact;Always make the customer feel valued troughtout the interaction,

acknowledge and address their needs

= Service Expetience Rating - Post Call Survey results multiplied by Transfer Rate
(Vaiuable Contributor performance = 78%)

#» Qualily Rating — Internat Quality Assessment
(Valusble Contributor performance = §0%)

Start Date ' Due Date Progress

1172014 1273112014 0%
Visibility

Yes

Gilbert Vega (Manager - Co-Plannar) Valuable Contribution

Valmiki Mohip (Manager):
Service Experience Rating= 81.2%

Quality Rating = 85.0%

Contact Centers C5Rs, ASRs, TSRs, Leads - 2014 - Handile all call you are trained for without a
transfer; Complete all customer transactions with a high degree of accuracy

2014 Year End Review ,. Page|3of 5

D "
Dorathea Pemry ‘ ‘ : - JAO0555
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s Knowledge Check results (monthly assessment) - Annual Average Score
{Valuable Conkributor performance = Average Score of 85%)

+ Quality Rating — Internal Quality
Assessment ‘
performance = 80%),)

(Valuable Contributor

Start Date Due Date Progress

- 2014 12/31/2014 ' . 0%
Visibility
Yas

Gilbert Vega (Manager - Co-Platner) Strong Performance

Valmiki Mohip (Manager):
Knowledge Check results = 97.6%
Quality Rating = 85.0%

{Contact Center] Accountability: Cablevisionaries take ownership and deliver results.

Shows strong commitrnent to achieving results and purauing excellence, ldentifies what needs {o be done and does it well.
Collaborates with peers, providing assistance and coaching where needed; Looks ta continually develop self, Works until tasks
are successiully completed. When faced with obstacles, pursugs optlons and escalates to management with ldeas for
solutions, and sees resolution through to completion. Treats job as if a business owner,

Gilbert Vega {Manager - Co-Planner) Valuable Contribution

Valmlki Mﬂhtp (Manager):
Dorothea does @ good job at taking ownership of the calls that she handles on a dally basis, Using the skill sets from her

training she Is able to be accompiish her job in the mannar that the department expacts. Dorethea shows a strong
commitment to achieving reaults and pursuing excellence, She has the ability to do what needs to be done on the calls

. handled. Dorothea continues to use constructive feedback to better hersalf,

[Contact Center] Customer-Focus: Cablevisionaries know the custumer is at the heart of
everything we do.

identifies custemer expeciations and asks guestions to ensure accutate identification of customer needs and relentless
pursttit of an excellent customer experience. Listens carefufly and demonstrates caring/empathy Conveys commitment to
sclving the problern. Anticipates customers’ needs, identifies barriers, and ¢scalates to resolution,

."2914 Year End Review . ’ .
Dorothea Pery ‘ : Pagef4of 5
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Valmiki Mohip (Manager); )

Dorothea listens well and understands the needs of our customers. She is able to respond effectively and communicate
appropriately to his customers. She provides the custormer with steps on how thay may resolve the [ssue at hand in the
future themselves without calling back. Dorothea undearstands that the customer is the main foeus of what she does and

musgt strive to maka our customers happy,

[Contact Center] Integrity: Cablevisionaries live the values that make our company a great place
to work. '

Is hanest and direct in dealing with people. Acts consistently with Cablevision values, stated policies, and practices. Does not
cover up problems or blame others for mistakes. Cails problems out If you see something, say something, Does not disclose
confidartial information. Says what she will do and does what s/he says. Does tha right thing even when in conflict with own

self inferest,

Valmiki Mohip (Manager); ‘
Dorothes s honest and direct with the customer acting within Cablevision's values as stated in the policies and handboagk.
She guards the customer's private information making use of the CPNI process put in place by the company, She uses

feedback given to advance overall knowledge to the benefit of our customers and to the department.

After evaluating performance on goals and demonstration Jevel of behaviors, the comments box
below allows you to provide feedback on the overall performance for the year,

Gitbert Vega (Manager - Co-Planner) Valuable Contribution

Valmiki Mohip (Manager):
Dorothea has had a gocd year and has bean a valuable contributor, She demanstrates a firm grasp of the requirements of her

job and strives for ways to improve her performance and be mare productive, She possesses the capability to convey her
message in a positive and reassuring manner. She assists our custamers with explaining each step taken by using her
technical ability. She diligently works toward comrecting and improving in those areas where she needs. help.

2014 Year End Raview Page|oofs
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REVIEWER ‘
Jason Cox (Manager), Gilbert Vega (Manager - Co-Planner), Valmiki Mohip (Manager - Co-Planner)

. 7 :

A ey
. Exh. Nol 2L ¥ Recaived — Rejected oo
Ashlee Mitchell

LT T —
Rep § - Tech Support Case Nﬂm@?wé;(dﬂ '
Position Number No. Pgs: Data./ WHW.:%&:"“
Cable Operations /

Business Linit

TSG Level 2 - Jaricho
Deparimert

Rep | - Tech Support
Position Title
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Contact Centers C5Rs, ASRs, TS8Rs, Leads - 2014 - Resolve customer's issue the first time,
ensure no Repeats

e Firgt Call Rasalution Rate = % of callers not calling for similar issue within 24 hours
(Valuabie Contributor performance = 81%)
e Quality Reting = Average Score of Internal Quality

Assessment : (Valuable Contributor performance = 80%)
Btart Date Due Date Progress
1172014 1213172014 0%
Visihility
Yes

Gilbert Vaga (Manager - Co-Planner) Reguires lmprovement

Valmiki Mohip (Manager - Co-Plannar):
First Resolution Rate = 90.7%Call

Quality Rating = 84.9%

Contact Centers CSRs, ASRs,‘TSRs, Leads - 2014 - Seek opportunities to educate/empower
customers to utilize self service and alternate contact channels, through increasing personal
usage of proactive email tool

» Quality Rating = Average Score of Internal Quality Assessment
(Valuable Contributor performance = 80%)

Start Date Due Date Frogress

12/30/2014 12/31/2014 Lo 0%
Visibility

Yes

Githert Vega (Manager - Co-Flanner) Strong Performance

Valmiki Mohip (Manager - Co-Planner):
Quality Rating = 84.9%

2014 Year End Review JA0560
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Contact Centers CSRs, ASRs, TSRs, L.eads - 2014 - Seek opportunities to educatelempawer
customers to utilize self service and alternate contact channels, through increasing personal
usage of proactive email tool

» Quality Rating = Avarage Score of Internal Quality Assessment
(Valuable Contribufor performance = B0%)

Start Date Due Date Progrese ‘
111/2014 12/31/2014 S N 0%
Vigibility

Yes

Gilbert Vega (Manager - Co-Planner) Strong Performance

Valmiki Mohtp (Manager - Co-Planner):
BDuplicate

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Actively engage in all communication
activities, meetings, focus groups, training sessions and ones on ones; Deliver excellent service
in every customer contact;Always make the customer feel valued troughtout the interaction,
acknowledge and address their needs

* Service Experiance Rating — Post Call Survey rasults multiplied by Transfer Rate
{Valuable Contributor performanca = 78%)

e Quality Rating — Internal Quality Azgsessment
{Valuable Contributor performance = 80%)

Start Date Bue Date

1152014 1213142014 0%
Visibility

Yes

Gilbert Vega (Manager - Co-Plannar) Strong Performance

Valmiki Mohip (Manager - Co-Planner):
Service Experience Rating = 88.7%

Quality Rating = 84.9%

Contact Centers CSRs, ASRs, TSR3, Leads - 2014 - Handle all call you are trained for without a
transfer; Complete all customer transactions with a high degree of accuracy

2014 Year BEnd Raview JA0561
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Preparing Cablevisionarieg for whol™s next 1576

s Knowledge Check results (monthly assessement) - Annual Average Score
{(Valuable Contributor performance = Average Score of 85%)

» Quality Rating - Internal Quality
Assessment
parformance = 80%)

{Valuable Contributor

Start Date Dus Date Progress

1112014 12/31/2014 0%
Visibility

Yas

Gilbert Voga (Manager - Co-Planner) Strong Performance

Valmiki Mohip (Manager - Co-Planner);
Knowledge Chack results = 99.2%
Quaiity Rating = 84.2%

[Contact Center] Accountability: Cablevisionaries take ownership and deliver results.

Shaws strong commitment to achieving results and pursuing excellence, Identifies what needs to be done and does it well,
Collaborates with peers, providing assistance and coaching where needed; Looks to continually develop self, Works until tasks
are successiully completad, When faced with obstacles, pursues options and escalates to management with ideas for
solutiona, and sees resolution through to complation. Treats jobr as if a business ownar.

Gilbert Vega (Manager - Co-Planner) Valuable Contribution

Valmiki Mohip (Manager - Co-Plannar):
Ashlee has not baen warking a 1ot due to medical issues, This has not prevented her from handling our customers with the

utmost care when she is here. She take that extra time to make sure that all the details and follow up work are completed.
She iz ahle to demonstrate a firm grasp of the requiraments of his Job and constantly strives for ways to improve her
performance and be mare productive. Ashilge has strugaled with keeping up with policy changes and processes because of

her time off.

[Cantact Center] Customer-Focus: Cablevisionaries know the customer is at the heart of
everything we do.

identifies customer expectations and asks questions to ensure accurate identification of customer needs and relentiess
pursuit of an excellent customer experience. Listens carefully and demonstrates caring/empathy Conveys commitment to
solving the problem. Anticipates customers' needs, identifies barriers, and escalates to resolution,

" 2014 Year End Review JA0562
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Githert Vega (Manager - Co-Planner) Vatuahle Contribution

Vaimiki Mohip (Manager - Co-Flanner);
Ashlee makes every effart to do her best on each customer contact. She 8 dedicated and keeps the customer experiance in

mind for each contact. Custorners fove her as shown by her commendations. She is able to provide the customer with a good
experience throughout the call because of her great persanality.

{Contact Center] Integrity: Cablevisionaries live the values that make our company a great place
to work,

ls honest and direct in dealing with peaple. Acts consistently with Cablevision valuas, stated policies, and praciices. Does not
caver up problems or blame others for mistakes. Calls problems out If you sea something, say something, Does not disclose
confidential infanmation. Says what s/he will do and does what s/he says. Doas the right thing even when in conflict with own
self interast,

GHbart Vega (Manager - Co-Plannet) Valuable Contribution

Valmiki Mohip (Manager - Co-Planner):
Ashlaa understands and upholds the company's valuea, She acts hanestly and ethically an the job and does the right thing.

She learns from her arrors and uses feedback from her supervisor to better herself,

After evaluating performance on goals and demonstration level of behaviors, the comments box
below allows you to provide feedback on the overall performance for the year.

Gilbert Vega (Manager - Co-Planner) Valuable Contribution

Valmiki Mohip (Manager - Co-Planner);

Ashlee continues to he a valued member of the team. She has had a good year and has been 2 valuable contributor. She is
able to demonstrate a firm grase of the requirements of har job and constantly strives for ways to improve her parformance
and be more productive. Her calm, empathetic atlitude affords him the ability to convey her message in a positive and
reassuring manner. She has been committed to meeting her goals over the past year,

in the comments area below, you can share feedback about your Year-End Review,

2014 Year End Review JA0563 Page|8of &
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REVIEWER

Nereo Diaz {Manager), Mavis Roberts {(Manager - Co-Planner)

-

Exh, NO:Q.._"JCV lgmiveﬁ ...m’ﬁ;iected»«—m
nse No. aur —_

© ' C..r‘ 5“37 C‘ -

Rep | - Tech Support Case Nams! Ef§

Fosition Number No. Pgs: .Datefgmﬂw-i

Cable Operations

Business Unit

Joshua Castro

Phone Ops-NYC
Department

Rep | - Tech Support
Pasition Title
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Contact Centers CSRs, ASRs, T5Rs, Leads - 2014 - Resolve customer's issue the first time,
ensure no Repeats

o First Call Resolution Rate = % of callers not calling for similar issue within 24 hours
{Valuable Contributor performance = 81%)
a Quality Rating = Average Score of Intemnal Quality

Assessment (Valuable Contributor parformance = 80%)
Start Date Due Date Prograss
1/1/2014 1273172014 TR DN TR 0%
Visibility
Yes

Joshua Castro (Self) Requires Improvement

Mereo Diaz (Manager) Strong Performance

Nerso Diaz (Manager):
Johua has shown great consistency with his ability to communicate with his customers. Me has communicated technical
information in an understandable way.

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Seek opportunities to educate/empower
customers to uiilize self service and alternate contact channels, through increasing personal
usage of proactive email tool

» Quality Rating = Average Score of Internal Quality Assessment
{Valuable Contributor performance = 80%)

Start Date Due Date Progress .

17172014 1213172014 A s 0%
Visibility

Yes

Joshua Castro (Self) Valuable Contribution

Nereo Diaz (Manager) Valuable Contribution

Mereo Diaz (Manager).
- Johua demonstrates appropriate attention to his customers and does a goad job of acknowledging thair concerns. He will

" 2014 Year End Review JA0566
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escalate issues If needed to ensure that his customers needs are met,

Contact Centers CSRs, ASRs, TSRs, Leads -~ 2014 - Actively engage in all communication
activities, meetings, focus groups, training sessions and ones on ones; Deliver excellent service
in every customer contact;Always make the customer feel valued troughtout the interaction,
atknowledge and address their needs

e Service Experience Rating — Post Call Survey resylts multiplied by Transfer Rate
{Valuable Contributor performance = 78%)

» Quality Rating — Internal Quality Assessment
{Vatuable Contributor performance = 80%)

Start Date Rue Date

1/4/2014 124312001 4 0%
Visibility

Yo

Joshua Castro (Self) Requires Improvemeant

Mavis Roberts (Manager - Co-Planner) Strong Performance

Mereo Diaz (Manager):
Joshua exceeded expectations by remembering 1o close his calls properly, relating to our customer's, and providing genuine
assurance an every call,

Contact Centers C8Rs, ASRs, TSRs, Leads - 2014 - Handle all call you are trained for without a
transfer; Complete all customer transactions with a high degree of accuracy

# Knowledge Check results (monthly assessment) — Annual Average Score
{Valuahle Contributor performance = Average Score of 85%)

» Quality Rating ~ Intermal Quallty
Assasament (Valuable Contributor
performance = 80%)

Start Date Pue Date

11172014 12/31/2014 0%
Visibility

Yes

Joghua Castro (Self) Valuahle Contribution

Nereo Diaz (Managen) Valuable Contribution

2014 Year End Review JAO567
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Nereo Diaz (Manager):
Joshua has passed his knowledge check expectations during the performance review. He utitizes this knowledge when
assisting our customers and understands how to use his resources effectively.

[Contact Center] Accountability: Cablevisionaries take ownership and deliver results.

Shows strang commitment to achieving results and pursiing exceflence. |dentifias what needs to be dane and does it well,
Caollaborates with peers, providing assistance and coaching whare needed; Looks to continually develop self, Works until tasks
are successfuily completed, When faced with obstacles, pursues options and escalates o management with ideas for
solutions, and sees resolution through to complation. Treats job as if 2 husiness owner.

Joshua Castro (Seif) Fequires Improvernent

Nereo Diaz (Manager) Regquires Improvement

Nereo Diaz (Manager):

Part of being an effective team mamber entails being present and showing dependability. Not baing present as scheduled
impacts the team and other co-workers negatively by increasing their workload due to higher call volumes, During this review
pariad Joshua received a final wamning for attendance. Joshua's accountability requires improvement as does his ability to
manage the use of hig time effectively and plan in advance as much as possible in order to be hare when expacted in a
consistent basis.

[Contact Center] Customer-Focus: Cablevisionaries know the customer is at the heart of
everything we do.

identifies customer expectations and asks questions o ensure accurate identification of customer needs and relentless
pursuit of an excellent customer exparienca. Listens carefully and demonstrates caring/empathy Conveys commitment to
solving the problem. Anticipates custormears' needs, identifies barriers, and escalates to resolution.

Joshua Castro (Selfy Reguires Improvemeant

Nereo Diaz (Manager) Valuable Contribution

—

Nerea Diaz (Manager
Joshua displays commitrment to the goals of the organization, continuously seeks to enhance his skills and welcomes

procedural changes with a can-do attitude.

[Contact Center] Integrity: Cablevisionaries live the values that make our company a great place
to work.

Is honast and direct in dealing with people, Acts congistently with Cablevision values, stated policies, and practices. Doas not

2014 Year End Review JAO568
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cover up probiems or blame others for mistakes. Cafis problerms out If you see samething, say something. Doeas not disclose
confidential information. Says what s/he will do and does what s/he says. Does the right thing even when in conflict with own
self interast, :

Joshua Castro (Self) Valuable Contribution

MNereo Diaz (Manager) Valuable Contribution

¥
By

Nereo Diaz (Manager):

When dealing with peers and customers Joshua displays sdherence to the company's ethics and standards. With his
compliance to policies and procedures such as remedy and adjustments, Joshua contributes to the calf center goals as well
as those of other departments,

After evaluating performance on goals and demonstration level of behaviors, the comments box
below allows you to provide feedback on the overall performance for the year.

Nereo Diaz (Manager) Requires Improvement

Jdoshua Castro (Self):
| possess the ability to a be a batter employee that | did not utitlize within the year of 2014

Mereo Diaz (Managar),

Joshua's averall scare requires improvement as does his ability to meet the company goals during this raview pariod. With
his continuous efforts and his willingness to wark in the required areas we will continue working fogethet towards our
upcoming goals for 2015,

In the comments area below, you can share feedback about your Year-End Review,

2014 Year End Review JAO569 L af
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Preparing Cablevisionaries for what's next

REVIEWER

Raniera Cecora (Manager), Gilbert Vega (Manager - Ca-Planner), Valmiki Mohip (Manager « Co-
Plannar)

Rawle Willlams

Rep [ - Tech Support
Fasition Number

Cable Operations
Business Umt

TE8G Level 2 - dericho
Department

Rep [ - Tech Support
Position Title
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Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Resolve customer's issue the first fime,
ensure no Repeats

o First Call Resolution Rate = % of calters not calling for similar issue within 24 hours
(Valuable Gontributor performance = 91%)
n Quality Rating = Average Score of internal Guality

Assessment {Valuable Contribwter perforrmance = 80%)
Start Date Due Date Progress
1172014 12/31/2014 T R 0%
Visibility

Yes

Rawle Williams (Self) Valuable Contribution

Giibert Vega (Manager - Co-Planner) Requires Improvement

Valmiki Mohtp (Manager - Co-Planner);
First Call Resolution Rate = 91,0%

Quality Rating = 83.5%

Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Seek opportunities to educatelempower
customers to utilize self service and alternate contact channels, through increasing personal
usage of proactive email tool

e Quality Rating = Average Score of Intermnal Qualit'y Assessment
{(Valuable Contributor performance = 80%)

Start Date Due Date Progress .

12/30/2014 12/31/2014 i :-..I*:f;‘::‘... o 0%
Visibility

Yes

Gilbert Vega (Manager - Co-Planner) Valuable Cantribution

Valmiki Mohip (Manager - Co-Plannar).
Quality Rafing = 83.5%

. : JAOS572
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Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Seek opportunities to educate/empower
customers fo utilize self service and alternate contact channels, through increasing personal
uaage of proactwe emall tool

¢ Quality Rating = Average Score of Internal Quality Assessment
(Valuable Contributor performance = 80%)

Start Date Due Date Progress

1142014 12/31/2014 i 0%
Visibility

Yes

Rawle Wiiliams (Self) Valuable Contribution

Gilhert Vega (Manager - Co-Planner) Valuable Contribution

Valmiki Mohip (Manager - Co-Planner);
Duplicate

Contact Centers C5Rs, ASRs, TSRs, Leads - 2014 - Actively engage in all communication
activities, meetings, focus groups, training sessions and ones on ones; Deliver excellent service
in every customer contact;Always make the customer feel valued troughtout the interaction,
acknowledge and address their needs

s Service Experience Rating ~ Post Call Survey resuilts muttiplied by Transfer Rate
{Valuable Contributar performanca = 78%)

» Quality Rating ~ Internal Quality Assaessment
{Valuable Contributor performance = B0%)

Start Date Due Date Progress ‘

11172014 12/31/2014 B T S 4 &
Visibility

Yes

Rawle Witliams (Self) Valuable Gontribution

Gilbert Vega (Manager - Co-Planner) Valuable Contribution

Valmiki Mohip (Manager - Co-Planner),
Service Experience Rating = 79.0%

Quality Rating = 83.5%

2014 Year End Raview JAO573
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Contact Centers CSRs, ASRs, TSRs, Leads - 2014 - Actively engage in all communication
activities, meetings, focus groups, training sessions and ones on ones; Deliver excelient service
in every customer contact;Always make the customer feel valued troughtout the interaction,
acknowledge and address their needs

+ Service Experience Rating - Post Call Survey results multiplied by Transfer Rate
{Valuable Contributor performancea = 78%)

* Quality Rating — Internal Quality Assessment
(Valuable Contributor perfarmance = 80%)

Ztart Date Due Date Progress

/172014 123112014 %
Visibility

Yas

Wit

Rawle Williams (Self) ‘ Valuable Contribution
Githert Vega {(Managar - Co-Plannar) Valtable Contribution

Valmiki Mohip (Manager - Co-Planner).
Duplicate

Contact Centers CSRs, ASRs, TSRs, Leads -~ 2014 - Handle all call you are irained for without a
transfer; Complete all customer transactions with a high degree of accuracy

= Knowledge Check results (monthly sssessment) — Annual Average Score
{Valuahle Contributor performance = Average Score of 85%)

e Quality Rating — Internal Quality
Assessment {Valuable Contributor
performance = S0%)

Start Date Due Date Progress

171/2014 1213172014 0%
Visibility

Yo

Rawla Willlams (Self) Valyahle Contribution

Gilbert Vega {Managsr - Co-Planner) Raguires Inprovament

Valrmiki Mohip (Manager - Co-Planner):
Knowledge Check results = 85.8%

Quality Rating = 83.5%

2014 Yaar End Review ' JAO574
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[Contact Center] Accountability: Cablevisionaries take ownership and deliver results,

Shows strong commitment to achieving results and pursuing excellence. ldentifies what needs t¢ be done and does it well,
Collaborates with peers, groviding assistance and coaching where needed; Looks to continually develop self, Works untif tasks
are successiully completed. When faced with obstacles, pursuas options and escalates o management with ideas for
solutions, and sees resolution through to complation. Treats job as if a business owner.

Rawle Williams (Self) Valuable Contribution

Gilbert Vega (Manager - Co-Flanner) Requires bmprovernent

Valmiki Mohip (Manager - Co-Planner);

Rawle has had issues adhering to his schedule of lunch and breaks. He did not meet for adherence for 2014 and 9 of 12
manths.. He did met meet avaitability for 4of 12 months. He has recsived customer cormmendations for his ability to make
customers fesl at sase

[Contact Center] Customer-Focus: Cablevisionaries know the customer is at the heart of
everything we do.

ldentifies customer expectations and asks questions to ensure accurate identification of custemer needs and relentless
pursuit of an excellent customer exparignce. Listens carefully and demonstrates caring/fempathy Conveys commitment 1o
salving the problerm. Anticipates customers' neads, identifies barviers, and escalates to resolution,

Fawle Witliams (Self) Requires Improvemsnt

Vaimikl Mohip (Manager - Co-Planner) Requires Improvemant

Valmiki Mohip (Manager - Co-Planner).
Rawle is very customer ariented and does weli trying to handle customer escalations He has received numerous praise calls
because of it, His quality scores does not reflect his commitment. He did not maet Quality for 8 of 12 months.

[Contact Center] Integrity: Cablevisionaries live the values that make our company a great place
to work,

Is honest and direct in dealing with people, Acts consistently with Cablevision valugs, stated policies, and practices. Does not
caver up probiems or blame others for mistakes, Calls problarms out If you see something, say something, Doas not disclose
confidential information. Says what s/he will do and does what s/he says. Does the right thing even whean in conflict with own
self injarest,

2014 Year End Review JADSTS Page 506
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Rawle Wiltiams {Self) Requires Improvement

Gilbart Vega (Manager - Co-Plannear) Requires Improvement

Vaimiki Mohip (Manager - Co-Planner):
Rawle has not adhered to attendance and leave policies and as & result is on a written corrective action for absenteeism

After evaluating performance on goals and demonstration level of behaviors, the comments box
below allows you to provide feedback on the overall performance for the year.

i

Gilbert Vega (Manager - Co-Planner) Raguires Improvernant

WValmiki Mohip (Manager - Co-Planner):
Rawle is showing commitment and taking ownership of all issues. He makes sure that the customer is well taken care of and
looks to create a positive customer experience. Rawle takes that extra time to make sure that all the details and follow up
work are completed. He diligently works toward correcting and improving in those areas where he needs help. He actively
saeks me out from time ta time to ensure that he understands any changes or new procasses. He has received customer
commendations for his ability to make customers feel at eaze. Rawle must work an his punctuality.

In the comments area below, you can share feedback about your Year-End Review,

2014 Year End Review | | JADSTE o 16 0f6
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UNITED STATES OF AMERICA.
BEFORE THE NATIONAL LABOR RELATIONS BOARD
REGION z2¢9

CSC HOLDINGS LLC and CABLEVISION SYSTEMS
CORP., a single employer

Respondents,

-and- Case 29-CA-154544

COMMUNICATION WORKERS OF AMERICA
AFL-CIO,

Charging Party.

ANSWER TO AMENDED COMPLAINT ON BEHALF OF CSC HOLDINGS LLC
AND CABLEVISION SYSTEMS CORP,

Respondents CSC HOLDINGS LLC and CABLEVISION SYSTEMS CORP.
(“Respondents™), by their attorneys Kauff MeGuire & Margolis LLP, hereby answer the
Complaint dated August 24, 2015, as amended on the hearing record on October 1, 2015

{the “Complaint”), in the above-captioned case as follows:

1. | Respondents are without knowledge or information sufficient to fomn a
belief as to the truth of when the charges were filed, but admit they were served on or
about June 22, 2015,

2.

(a}  Admitted.
(b}  Denied; however, Respondents admit that, at all times relevant to
the allegations of the Complaint, Cablevision Systems Corp. (“Cablevision™), a foreign

corporation, has an office and its place of business located at 1111 Stewart Avenue,

‘;i‘r;‘“
AEL 2, New York. de N
e e b, No: Reevived .. FojgCed me.
Caga Mo ‘? N P -lﬁ“‘_‘f I _
Case Name: ﬂi-fg_“f-,’:_m L’ﬁ"?’cftwﬂi LA G
G247 7l
No. Pgs: HﬁRO58f A
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(c)  Denied; however, Respondents admit that, at all times relevant to
the allegations of the Complaint, I-ioldings‘has been a subsidiary of bab]evision, with
comrmon ownership, directors and officers; the companies do not make sales to each
other; and the companies are publicly identified as parent and subsidiary and are held
out as a single business enterprise.

(d) Denied; except that Respondents admit soléiy for the purposes of
this proceeding that Holdings and Cablevision are a single employer jointly and
.severally liable for any unfair labor practice liability resulting from this proceeding.

3

(a)  Admitted.

(b)  Admitted.

{c) Holdings and Cablevision each admit that it is and each has been, at
all times relevant to the allegations of the Complaint, an einp]oyer within the meaning of
Section 2(2), (6) and (7) of the National Labor Relations Act,

4.  Admitted. |

5. Denied: however Respondents aver that the individuals listed held the
positions set forth opposite their names, below, at the times related to the allegations of
the Complaint, May 1, 2015 until June &, 2015; and, Respondents admit that each was a
supervisor within the meaning of Section 2(11) of the National Labor Relations Act:

(a)  James Dolan ~ Chief Executive Officer

(b)  John Tucci — Manager, Technical Support G'roup

{¢)  Yvette Panno — Director, Human Resources (Generalist

{(d)  Francesca Prochazka — Manager, Human Resources Generalist

(e  Anthony Maharaj ~ Supervisor, Technical Suppbrt Groap

4818-3025-7961.1 - JA0581
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() Val Mohip — Supervisor, Technical Support Group

{g)  Paul Hilber — Senior Vice President, Human Resources

6.
()  Denied.
(b)  Admitted.
(¢)  Denied.
{d) Denied.
7, Denied,
8. Denied.
AFFIRMATIVE DEFENSES

Assertion of an affirmative or other defense by Respondents does not constitute the
assumption by Respondents of any burden of proof properly allocated to the General

Counsel of the National Labor Relations Board or.the Charging Party as the case may be.

FIRST - The allegations of the Complaint are barred by the limitation of time in

‘Section 10(b) of the Act.

SECOND — The allegations of the Complaint fail to state a claim for which relief

may be granted.

THIRD - The remedy sought in the Complaint that an Order should issue
requiring that Respondents reimburse Dorothea Perry for all search-for-work and work-
related expenses is an abuse of discretion, the General Counsel has no basis to seek the

remedy, and the remedy is not authorized by the Act,

WHEREFORE, Respondents CSC Holdings LI.C and Cahlevision Systems Corp.

4818-3025-7061.1 . -3- JA0582
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respectfully request that the Complaint be dismissed in its entirety, and that

Respondents have such other, further and additional relief as may be warranted.

Dated; October 6, 2015 at New York, New York.

4B18-3025-7901.1

KAUFF MCGUIRE & MARGOLIS LI P

Attorneys for Respondents
CSC Hélldiggs LLC a
By: | -

Kenneth A. Margolis
Kristina C, Hammond

\on Systems Corp.

g50 Third Avenue - 14'h Floor
New York, NY 10022
(212) 644-1010

JA0583
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From: Yvette Fanno
To: John Tucei, Milton Lopera
Sent: /2002015 7:42:14 PM
Subject: Fwd: Update

Sent from my Verizon Wireless 4G LTE smartphone

s OELGINAL MEESEQE ——--mom-

From: Gilbert Vega <GVEGAGcablevision.com»
Date: 05/20/2015 7:27 PM (GMT~0h:00)

To: Yvette Panne <YFANMOfcablevisicn.comr
Subject: Update

¥Yvette,

If you are in tomorrow, can we meet abouf Dorothesa? I just spoke with Val and he said he spoke
with her yesterday and szhe saild that there zre still things that she would like to mention 4o
Mr. Dolan that she did not include in her last e-mail. Val saidd she would not elaborate. He
indicated that he will follow-up with her tonight.

I again cosched Val on letting me know about these things when they happen. He owes me an
update after his meeting with her tonight.

Gilbert Vega
T8G Manager
316-803- 0653

Exh, No: .«ﬂm F’laceiva:gi .m.?:'ﬁejected R
Case No.;ﬁgff' - 15Y >y
Gam%Name:Cgﬂ“ @Lquwﬁ il

e 1. ge U
Date: s Rep.. =L hy

Mo, Pgs:
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From: Nicole Westcarr 0
To: Gitber Vega .
Sent: 6/6/2015 8:34:31 AM Exh, No: %.¢__ Recaivad .. Rejectad .
Subject: RE: Monthly recognition -VoC May 2015 pptx Caso No.:_ - 9 A LSy S / ,

Cage Narme: (.5 ol omid (L C

B e

Really? No, Pgs: Date: STV i

That’'s naws!
Thanks

From: Silbept Vega

Sent: Monday, June 0B, 2015 10:22 BM

Tor Wiceole Westcarr

Subject: RE: Monthly recogniticn Vol May 2015.pptx

You may wanht to remove Dorothes Perry as she is ne lenger with us,

From: Wigole Westcapr

Sent: Thursdsy, June 04, 2015 3:0] BM

To: Tara Campkell: C'WVonne Smith; Ginag Spavlding:; Gillbert Vega; Anita Jumme
Cor John Tucod ‘ '

Subject: EW: Monthly recogniticon Vol May 2015, pptu

Team,
Flaase rsview the presentation laU me know how many peints vou think we should award to sach
of them?

T oLooked an the deta for the gpast 80 dayvs angd each month we avarage bebtwsen 10 - 13
representacives. Whatever amcunt we agree to, each of us weould contribufe thosa bucket of
points for cone month for the remaindsr of the year,

For examples - I will award the points to all the representatives reflected on the slide tor
the month of May.

Thouwghts?

From: Nicole Westcarr

Senit: Thursday, June 04, 2015 2:52 PM

To: Milton Lopera; John Tucci ‘

Subject: RE: Menthly recognition -VoC May 2015.pptx

Absolutaly !

From: Milton Lopera

Sent: Thursday, June 04, 201& 2:44 PM

To: Nicole Westecarr: John Tuceil

Subject: RE: Monthly recognition ~Vol May 2015.pptx

POVE TP can we give thelm some points?

Prom: Nicole Westcary

Sent:! Thurszday, June 04, 2015 2:1% PM

To: John Tucci

Cer Milton Lopera

Subiject: PR Monthly recognition —VoO May Z20L5.pptx
Importance: High

John,
There is currently nothing in place to recognize those representatives who end the month with
105 avross all atvributes of the <sll.
I would like to recognize them beginpning with the data from last month.
Blease review the attached, and provide Zfeedback.
' JAOS87
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Anthony .
" 5 e 1a3T sewn Yaday ol 1226 PM & X Contactinfo
MWQ’W eouage 7112018
Tin s dmbles noithatens
rey what happened? Durothes . ., o
ey -
3 I'm in Barbados
You there? :
When you read this, they fired Anita. Gary and Val =
. Avallable
WY e
Morning. WY . Frane
Uthere ... ., +1 (646) 302-5427
WIYIRTINY .
ley
Hey
We don'tknow why
NO 0N kngws
What abaut u. What abowttechs ., o
fmgosd .
Techs are fine
Wow, Wnatwasthat? ... e
[Every call center a3t SUDS OF Managars
@ Type 2 meanagy \!4
Anthany
.o Tt neen today o1 1226 P4 & i X Contact info
Ger Natified of New Measages Wow, Whatwasthat? ...
Diétionges lﬂi‘ .‘I‘Iﬂi".ﬂh: Ab -
Every call cantar 1081 Supd or managess
Really. Do u know why? B
Saverance packipes . . o
Don't knowe why
Sucks thaugh £ "
Yes they got packages o
yaahfodkedup. .
Trasiots
+1 (646) 302-5427
Wnen doyou B0 backy |
july 18th

Do you kntny who sttended town hall migs aheri

ws fired or what they giscusisd. SHTi

Not sure if there were any, I'm on overnights now

Ruworned. .. .. o

Very very long statemsnt.

R 4
Notwornedatall .
_—
L2
@ e s

g )
Exh. No: Racalved = Rejected «—

29 - IS5y syy
Case No.: ' ] '
Case Name: £-5€ Yol fenn g4 Lee

i Rep.:_d,bﬂgbé‘ 590

Date:

No. Pgs:
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B Anshony & ¢ X Contact info
X B (331 veen taday M 1226 P 5

Get Naotified of New Messages
Tunon Applans petdegtiaey

Fyl there 18 an unnamed SupEnasor in My affidat
Cablevision doen get it unless thare is atrial
NLRE 533 the unnamed fupe is a symaatnizer

Available
Ok

I'm not focused on Cablevision anymore =

+1 (646) 302-5427

'm going my thing now and wall do whal | have 1o
4o there out come Sep | don't nesd he job there.

1 teled M thee unnamed supe was & farmer in
anciher Lountry .

Lree

They vwould never believe you

JA0591
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Anthany
H
= = last seen today 61 12-76 FM & H x
Get Notified of New Messagen | takd him the unnamad supe was 4 farmer
Jiaman dgakiag netficsiany another coumtry Lispe b
tmao .
They would never belisve you
Earmer Maharaf and daughters
I started Investing 4 year 830 and | swéar thad s
faeling this would happan. Y
Everything £V 1§ doing | aidn't think they could da
legally
The guy asked why the unnamed supe gave ma 30 .
mich Inf 1o help us. | 53i3 he donm't need tha job, | Fnone
Erne *1(646) 302 5427
Lol
|
The uninamed supe has a iot of respect from nirh.
LI 4
Lol
Thay couldnt balieve a supa heiped |
Bur it's proBalbily not gonna help
Yes. Hewantsan isunction | .., o
Winats that
Injunction =3
Anthony o
R 1 . 1334 seen todsy at 12:26 PAY & H X comactnfo
GatNetihed of New Mestages o alsiich
P A AT el AT Ay '
Turmsin daihees anfahen
3 Sorry. Gotmynalsdone. | ... o
Maans 8 |udge could reinatateme, o
Ahhh
Iteld him o sigw down. fol ..o o
Natso PRt & zu s Eoinla
Ll ) Avallable
Ty N
Lawyer saud if the unnamed Supe 1§ lesving and +1 (648) 302.5427

wants 1o 1alk hie vall be happy to 51 with Kim

T
| DELETE CHAT

Hmfrim PR |

VOB 4 az

He iz noUmy lwyer, Heisstate, . . 1]

Unamed sup Is gonna wail Tor & package

He heard packages comng .,
fol. Well | setit up thal they ot a lot of reipet for
the unnamed supe, They were Impressed,

Gotta fuA. Farmer ANTHONY 4 ... o

JA0592
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B i e Anthony & X Contactinfo
Notified of New Meusages =
= 5 Gotta run. Farmer ANTHONY
Only $V1 U gotta take is chicken sihvt. P
Amantit &
. kot
Yup lol
770013
Yo whats good. |'m back in MY
Letme now whatsupthere . o Zrane
NOUNG yet but | I be back 16 wark S3turday +1 (b46) 302-5427
Lemme knovy. | hear they r on pint and newdies
o
| heard more and more cuts coming too
i
7197013 |
i
N e werd o |
NGthing yet 'J
7207201%
Dontstressit, High tension? . o
@ 4
1 Anthony ; .
E ° lert sasn todey sl 1226 Pai §’ ki X Contactinfo
Get Nottfied of New Messages VIS
Tieaos deghiop gat ey
Donlstressil, Hightension? . ,, o
Na stress at all
Al o renzion
Heading up 1o Lake Gaorge for a week
tol, Goodforyou, - STy
HEINE Available
Al s goad? 31 o Prang
S0 far yeah -1 (L46) 302-5427
Nothing new
ceol o
#II0le
| teletad your pRone HUmos, | ok the lavyer | Rem&d-—-'
00 ROt WANS 1o MENLON you. When he sow Now H cawad
torm up | wird He [9ld e 10 reach out 1o you again N&)‘L He
16 they CAN protect you. Mat 715330 2140 Exh.
They don't feally need you. | want them 16 make
Sure AUNING happens 1o you. S Case ND.- C L-Dfr )
SUNDAY Case Name: Rep-
Dalel——"
Tnal begns tomortow . ., 4 NO Pgs'___.---'
@ s
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Date: 5/26/2015

To: Manvendra Mittal
From: Valmiki Mohip
Re:

Action Plap- NPS, OSAT and AHT

Exh. No: m”a.ﬁ_m Hmea:mawma}mmdm
Case No.: *ﬁ“ Cﬂ " /‘?5“?9"/

Case Name: ""~5C .} IMH L,m' AR
No. Pgs: ; Date:J 7 /‘bﬁepﬂ- s

On 3/05/2015, 3/27/2015 and 4/25/2015 we discussed the need for improvement in NPS, OSAT and
AHT, which are extrernely important to Cablevision and the operation of the department, as well 4s the
self-included impact on your metrics yearly performance.

Manvendra has failed 1o meet the peer group established average in the area concerning the LTR
aspect of NPS and OSAT as well as AHT for the past two months.

 Since then, we have not identified sufficient improvement in these areas, Therefore, this Action Plan has

been prepared o assist you in meeting the standards of your position. With your mput, this plan will
address the areas where we expect your performance to improve; the desired perfodmance level; and
what you should expect if the desired performance objectives are not met.

You will be given up to <30> days to improve your perftmnance in these arcas fo the expected levels

outlined below.

Area of Necessary Improvement

Performance Qbjective/How to Correct

NPS

Manvendra had failed to achieve the
expected average for the months of Feb
through April falling well below his
peers in his NPS scores as detailed
below:

The expectation is that Manvendra will comply with the
recommendations outlined to achieve an NPS average at or
above those of his Peer Group over the. course of the next 30
days and moving forward.

Some suggestions for correcting: @

*

Convey the value of Optimum’s products and services
Offer personalized options to the customer

Manvendra  Peer Group » Educate the customer on self-help ogti.ons to add value

Feb 151 567 + Value the customer’s tenure and business - Conduct a

Mar 83 54.8 natural, professional and courteous conversation,

Apr 116 549 personalized to each custorner and sitnation,
Demonstrate confidence; convey 4 sense of urgency,
concern and understanding of and explaining your
customer's issuc while taking ownership for the

a resolution, -
The expectation is that Manvendra will comply with the
OSAT recomunendations outlined to achieve an OSAT average at or
Manvendra Peer Group above those of his Peer Group over the course of the next 30

Feb 7.5 8.9 days and moving forward: ’

Mar 7.7 6.9 ¢ Uilize your soft skills

Apr Bl 9.0 » Empathize with the customer the moment they state their

jssne

' JA0505
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| Area of Necessary Improvement Performance Di:)jcctiVB/HDW to Corzect

The expectation is that Manvendra will comply with the
reconranendations outlined fo achieve an AHT average af or

AHT above those of his Peer Group over the course of the next 30
Manvendra Peer Group days and moving forward:

Feb 756 633 s  Utilizing all reference material, syst&ms and

Mar 733 633 troubleshooting flows including biif not [imited 1o the

Apr 813 62 ‘ KDB, TSGNews, IDA, and Remedy, efficiently and

correctly handle all aspects of each incoming cafl.

» Your Supervisor will remote live monitor you 2
minimum of 5 times weekly to assess your
understanding and execution of our czall handling
processes, troubleshooting steps and your ability to -
control your calls.

[

Supervisory Assistance:

During this period,

» I will meet with you on an as-needed basis to assist you with the Achion Plan outlined above,

¢ [ also will make myself available to discuss any other matters that might arise in the normal course of
business. )

+ Supervisor Shane Abbatecola will sit side by side with you for 30 minutes a week and provide both
feedback and tips to better your NPS score.

This Plan 1s designed to help improve your performance in the above stated areas within the next <3(> days,
If any of the above situations occur within this time perod, if you are upable to improve and sustain
improvement in the designated areas or if vou engage in any conduct that violates the Company’s
Values/policies, (during this period and thereafter), you will be subject to further corrective action up to and
including termination of your employment. ‘ ' -

Acknowledgement:

I have read, discussed and understand the contents of the Action Plan. T understand that any further
accurrences of the above-referenced performance issues, any failures (o improve in the designated areas, to
sustain improved performance, or to comply with the Company’s Values and policies may lead to further

corrective action, up to and including separation of my employment, My follow up mectmg is scheduled
6/53/2015

Employee’s Signature: Manendin L0 Dater  5/29) 20 |5
’ 7

Supervisor: Mf

Date: g/ >4 / 18 | | | ’

JAD596
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Exhibit A10
GC-31
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-From: Joel Cataldo

To: Yvette Panno

Sent: 6/1/2015 2:50:25 PM

Subject: Re: Action Requesied: Dorothea Perry

My only concern it waiting is that the others won't be raceiving COBRA dollars... This would
feel different.

From: Yvette Panno <YPANNO@cablevision.com<maiito: YPANNO@eablevision. com==
Date: Monday, June 1, 2015 at 2:46 PM

To: Joel Cataldo <jcataldo@cablevision.com=mailtojcataldo@cablevision.come»
Subject: RE: Action Requested: Dorothea Perry

Paul said sama. .. get ready ...{ do think it would be in context in June

From: Joel Cataldo

Sent: Monday, June 01, 2015 2:46 PM

To: Yvette Panno

Subject Re: Action Requested: Dorothea Perry

Would thera be more noise if we waited until the end of June? This one feels like 2 tear the
bandaid off opportunity.

JC

From: Yvette Panno <VEANNG@E cebisvision comsmailtoy F A Eoebisvigion comes
Date: Monday, Juna 1, 2015 at 2:36 PM

To: Joel Cataldo <jcataldo@oabievsion comsmailtojostaida
Subject: RE: Action Requested: Darothea Perry

S DERIGT DO

Perfect.. tell har it will be noisy and she did file a charge in 2012 ) alternative is {o wait
until end June

From: Joal Calaldo

Sent: Manday, June 01, 2015 2:36 PM .

To: Yvette Panno

Subject; Re: Action Requesied: Dorothea Parry

i'm with her now, 'l ask her.
JC

From: Yvette Fanno <YRPANNO@cablevision com=mailto: Y PANNO@eabievision com=>
Date; Monday, June 1, 2015 at 2:32 PM

To: Joel Catalde <jcataldo@cablevision com<mailio;jcataldo@leablevision com»>
Subject: RE: Action Requested: Dorothea Perry

Thanks.... did you receive approval from Lisa or do you prefer me to call her?

Fram: Joel Cataldo
Sent: Monday, Jure 01, 2015 2:32 PM t{;‘_/f(., ’!
To: Yvette Panno Exh, Nér.oom ecawadmﬁajaﬂtmi —
Ceo: Hanisa McBride Case No.:
Case Name:. ? <

No. Pgs: {f DJW 3 Hepgﬁ_ﬁ_w

JA0598
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Subject: Re: Action Requested: Dorothea Perry
Paul is cornfortable with the 18 months option.

Thanks
JG

From: Yvette Panno <YPANNO@ecablevision. comcmailtO‘YPANNO@cabI@visior: com==

Date: Monday, June 1, 2015 at 10:26 AM

To. Hanisa McBride ﬂhmcbrnde@cablewsmn com=railto: hmcbnde@cablewsmn com=> Rosa

Morales

<RCAMPBEL @cablavision. com<maiito: RCAMPBEL @cahlavision com=>, Joet Cataldo
<jcataldo@eabievision.com<mailio:jeataldo@cabigvision. c‘om‘«“:*

Subject; RE: Action Requested, Dorothea Parry

Thanks for the follow-up, Hanisa,

| also relayed to Joel that we still are pending Lisa's approval.
18 months is the discussion | had with Paul last week,

Yveite

JA0599



Case 2:15-cvaFsbAORIBAA KD ciboenhieh t(@B/A0/ Feles] 1200MVT3, FRegeb25F 86358 PagelD #:
1614

Exhibit A10
GC-52
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Oate: Er20/14

Marne; K

Date af Hire: anomz

fiy:

Titla: Tachnicai Support Hep. |

Grade: 13

Zupervisor/Manager: aire Burnett/John Gilantzis
Frior Correciive dction: Nang

Statement of Concern:
"
W wn disouss

the cuslomer. the operation of the departimant, and the Company,

P2 i, et

s oof e Tontact Cenler are as {oliows;

= the need for improvament in b knowlgdges, which is exdramaly imporant ©

Thus Action Flan has been prepared 1o assist you in meeling the standards of your position With your
aput, this plan will acddress the areas where we expact vour performance Ly improve: the desred

s davel anchwhal voo shogld axpect e desirad pedonnance obisctves @

A . |
Soal ‘ Exh. N@L" 55:‘-:’;“, Received _x'f-/\ejacted e

Measure H
wnowledae Check i o G858 NO e Vs
R Ny m,g*
S50 Azzagsment S0 Case Nam s
i No pgg;wﬁ)&m.
RAuatity B0% /
SER 7%, (81%- arior 0 11713 for grads 15}

You wilh be given up o 30 days W improve yoor perdormance In these arsas o the sxpectad levels

sutlingd above,

. Area of Necessary Improvement

goal for Knowledge Checks,
CRnmessmenis. Duality, ang Servies
Expenence as follpws:

S Overall Tecohnical/Produet Jab
 Knowledge

Mrowledge Check

o 1Y Quuarter 2003 75%
o AT Quarer 2013 85%

i
b
|
)

srepresentative 3 times weekly to assess the representalive's

_Performance Objective/How to Correct
1
has nat consistently schizved ;
|
i

F Weskly meetings 1o be held with your Supervisor to review use of
tieparimeni fools, sysients and databases. Supervisar wifl monilor

b understanding, execulion and communication of overall technical

L and product knowledge.

JA0601
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CTSG Assesament .
o« Mowember 20130 §0% f
o February 2014 G0 ‘

Quality

v Jure 2013 T, |
r duly 2013 7O ma, Waeklhy meetings with Supervisar i raview Qualdy moniions,
s Dec 2073 70.67%

P Barvice Experignce
' o Fep 2013 G5 O0%
v fdarch 2013 70.50%

Wegkly meetings with Suparvisor (o review Service Experience.

« Apdl 2013 T2.30%
v DMay 2013 74 30% i

. P . . |
o June 2013 74.10% ;

Suagrvisory Assislancs:

v with he
maKe Bl

Ay

e mprovarment Plar ouliined above,  Your manager. John Gilanizis wilh alao
; oibar matfers Wt might acise in the normel course of Dusinass.

Tria Plan s desl

gned w halp improve vour padormance in he above siated areas within the next 30 days.

ey of the apova siisations ocouwr within this fime pedad, iF you arg Unabie o improve and asuslain
i nerd W the igrated amsas or §F you angage in any conduct ihal violates the Company's

colicies, (during this period and thereaften), vou wilt he subject (o lurther correclivae sciion up (o and
g tsrmination af your employment.

Anknowledgement:

Dhave read, discussad and understand the conlents of the Action Plan | understand that any further

courreneces of the abovewelerenced performanca issues, any failures (o improve in the designated areas.
@in mproved performance. o o comply wilh the Company's Values and policies may laad to urther
szivve action, up o and including separation of my employmant, My fallow up meeting is schedulad
! :

JA

0602
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Date:

MName:

Date of Hire:

Title: Tachnical Support Rep. |
Grade. T3

SupervisariManager: Glaire Burnett/dohn Gilanizis
Prior Corrective Action: fone

Statement of Congern:

O 375 S we discussad the naad for irarovemant i job knowladges, which is sxiremety Important o
tne custooer, e operation of e depamment, and the Sompany,

This Action Plan nas been prepared o assist vou in mesting the standards of yvour position. With vour
gt this plan witl address the areas whers we expect your geiormance 0 Inprave: the desirerd
performancs leval and whal vou should sxpectil the desirsd periormance l\ljb‘iJ;iC,Jt:‘-/i}E} ars nod mel

The siandard gealz of the Sontai Canier are as failows:

e -~ " E
ozl ;
[N A ‘L
Knowledngs Check S50 ]
!
TSG Asssssment B0 |
i
Chuaaiity 20 !
i
N
SER TEY {81 prigr to 1115 for grade 154
You wdll be given up to 30 days 0 improve vour performance in these areas (0 the expacted wvels

couthned sbhoyve,

Area of Necessary Improvemant Ferformance Objective/How to Correct

B nas not consislenly achisvad

i the goal for Knowladge Cheoks,
saessments, Quabty, and Servics

' Experience as foliows:!

COverall Tachnical/Product Job
o Knowladge

Weekly meetings (0 he held with your Supervizor tQ review use of

depariment tanls, systems and databases. Supervisor will manitor

rapresantative 3 tmes weskly to assess the representative’s

understanding. exacution and commuenication of overall tachnical
andd droduct knowledge,

Knowladge Check
« 1" Quarter 2013 75%
= 37 Quarler 2013 68%

JA0603
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' T8G Assassment
e MNovember 2013 80%
o February 2014 B

D Quality
e June 2013 FASR
o Jdulby 2043 T9.20% !
s Dac 2013 FOETY% :‘
i

I Weekly meelings with Supsrvisor to raview QUality monitors,

- Barvice Experience i _ o . e .
Waskly mastings wiih Supervisor to review Seracg Experiancs.

v Fab 2013 55,000 :
» March 2013 73500
s Aprl 2013 72.30% !
v May 2013 7. 30%
s Junz 2003 A

Nnowledge Chack Muarch 2014 30%,
Quality #1537,
1R 8T

SUReTVISOry Assiztangs:

Dharing this perd, your Supervisor, Claire Burstn met with vou and revigwed three oalls, Ovarall you did a
oo 0o rowbleshooling on two of the calis. Your Suparvisor did bring e your attention on one of vour calls
vou should acdvise the customar whal you can do o help them, rathar than what yol canndt 90, This call

I T on. Whan @ call drops while you are sacalsting lo s 2ad the lead should el he
customer back, The toke! shouid be documaniad and placsd in work in progress. Wea also reviswsd your
cond QoS0 moniior. You should nave varified the cell # vou wers sanding the {emporary password 0.
aovisad (nam hat 1T expires i sk howrs and 1o oreals 2 password that is difficull for others o figure out use
nurmissErs and symbois.

Fal

L

Supervisory Assistance:

During this geriod, your Supervisor, Glalre Burnell, will meet with you regufarly 1o assist vou with the
Feriformance mprovernent Plan cutlined above.  Your manager, John Gilantzis, will also make himsdf?
available to discuss sny other matters that might arise in the normal coursa of business,

This Plan is designed to help imgrove your pgerformance in the above stated areas within the next 30 days.
ifany of the abave situalions ocour within thia dme period, i you are unable o improve and sustain
improvement in e designated areas or i you engage in any conduct that violates the Company's
Vaiues/policies, (Gunng this period and therealier), yvou will be subject to further corrective action up to znd
including termination of your employment.

Acknowledgemaeni:

{ nave read. discussed and undarstand the conlents of the Action Plan, | understand that any further
scowrrences of the above-referenced performance izsues, any failures o improve in the designated arsas,

JA0604
ROODDDER
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i E

e, LA s L
o rustam improved perdormance, of (o compiy with the Company's Values policias may lead to fither
siva action, up o and including separation of my emgloyment. My foliow up maetdng 5 scheduled

JAOG05
RO009989
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Date: 4113/14
Name! y

Date of Hirs: B/1012
Titla: Technical Support Rep. |
Grads: 13

Supervisorfanager: Cisire Burnatt/iohn Gllantzis
Fricr Corrective Action! Mo

Staterment of Concerm:

sed he nesd forimprovemeant in job knowlsdge, which s axtremaly important o
ation of the depatimant, and tha Company.

Oy 3182 we disous
the customer, ne Qos

This Action Plan has besn preparss 1o assist vou in meeting the stendards of your position. With your
input, tis plan will address the areas whare wa expect vour perfomancs (0 improve) the desirad
jectives ars not met

parfoamancs svel angd what vou should axpeat i the desirad parformancs ob

Tre standard goals of ine Contact Centar 308 &35 foliows:

Bos!
1
_ i

A5

: Assessment 0%

; Guality EOME
[ o BER V7 8%: (371%- orior 10 1118 for qrada 153

You will be aiven up to 30 days Woomprove your parfiormance in thess areas o ihe sxpectsd lavels

outiined abave.

. Area of Necessary Improvement
i

Performance Oﬂjﬁ."é}f‘«’v

has not consistantly achieved
- ihe goat for Knowledge Chacks,
CAssessrmenis. Quality, and Service
CLxperiznce as follows:

P Qvearall Technical/Prodect Job
» Knowledge
t Skt

Waakly meetings to be held with your Supervisar to review usa of

departmeant tools, systems and databases, Supervisor will monitor

representative 3 timas waekly to assess the reprasentative’s

: ! undSr & ding. exacution and communication of overall technical

. Knowledge Chack | and product knowledge.

= 1T Quarer 2013 75% l
= 3% Quarter 2013 689 ’

|
‘
1

#z-s;mﬂtm

s

5l

JA0606
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TSG Assessment

i v MNovember 2013 BO% |

‘ = Febrjary 2014 009 i

Qualliy i

' s June 2013 78% !
o July 20173 75 25, C Weerly mesiings with Superviser o review Quality monitors

= Dec 2013 TUETY

Bervice Experiancs _ \ o ‘ _ L . _
. P Waskly mastings with Supervisor o review Service Experienca,

# f' -) (j\,-HO C.JU'MT E
i e March 2013 70 50% | ,
L e Aprit 2013 2.30% | :
C o May 2043 f* 'm',u | f
s June 2013 LA0%

Rrewledge Cheok Magel 2004 704,
Quality 834

mER WL

Curring this penact, vour Supsrdsor, Clarg Bumety, mebwith you and reviewad threg calla, Quverall you did
aoting on vour calls, Your Supenvisar did dring to your sttention on ons of vour calls you
as of tha partizl sarvice ol Howsver the customer did understand the bilt after
.vi! monitored for QoS0 for Aol (8351 On f'\'Jrii 1 TE_ 2074 Supepdiaor Jason Cos
vzl Bnosviadge chack for April showing you now he Navigalas our sgarch
§ {07 e gnswers o th{: f{ testions you had difficuity Tinding. As w-u’ e an ovaniew of how 0 seamh for
FwErs going fonward

aood i""t‘ trouials

could hgve siolainsd the dg

\."1

Kaowledge Clieck March 2014 0U%,
Q i ﬂli t‘v Sj . (th?,l')
SEREST
\W‘R:z-ul;vln iﬁ

Supervisory Assistance:

During this penod, your Supervisor, Claire Burnell, et with you and reviewed thras calls, Qverail you did a
good job troubleshooting on your calls. Your Supervisor dig bring to your attention on one of your calls vou
should have thoroughly document the troubleshooting steps in daLPrmmmq a trouble call was warranted for
the customer's router. Also in one of your calls you were very efficient and did a good job assisting the
f*usmmer with connect to his hama nalwork. Mo QoSD monitor yet for April, On April 4, 2014 Lead AtGR

oty s tenad o 5 few of your calls and provided feedback, ATRERmgEr =lso spent 45 minutes with you 1o
“ulew with you navigating our search sites and where to look for answers to technical guestions, billing and
=ld Cemmuntcations. .

L

JAO607
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Fnowledge Cheek March 2014 30%,
Quality 8L 3%
SER 37

Supervisory Assistanca:

During this perind, \/t‘:lir Suparvisor, Gfm’r'r:- Sumeli mat with vou and reviawed three calla, Queral] yvou didd &
g pb roubles homs goan b of tha calls. Your Supervisor did bring W your atmﬂtmﬂ 0fO0E oF your calls

yau should advise the customar whm you cen do o help therm, rather than what you cannot do. This call
betamea an P\L:t—-m When a call drops while you sre escalating 10 & lead the iead should call the

sustomer back, Tha tu_}mt should be documened and placed in work In progress. We also reviewsd your
saecond QoS0 menitor, You should have verified tha cell # you were sanding the temparary password (o,
pivised them that it expiras in six hours and © creals a passwoed hat is difficull for others o fgurs oul use
mumars and syrabols

Supsrvisary Assisiancs;

mum fm p}:f‘—s'ér;mr“i. L fer h\, e w WIh miesl with you regulady 10 sssist you wiih Ihe
; : ot Your manager, Jonn Gilaotzis, will alse make hir

= i Hn— nonmal course of Susiness,

salf

F‘ian :*; :1r—=mru-w to m_lp improve your perormance in the apove statad argas within the nsxt 34 daws.

\ ‘ r)LFH within s tme perad, | vou ars unable 1o imorove &n0 susian
IMprovarmsnt in eh- : g i inany conduct that violates e Company's
Valuss/poities, ((“IHHH"] Lrw“ 5“"!E” s fhere f)oyou will be subiect 1o further corrective attion up o and
mctuding termination of your employmeant,

Acknowledgement:

it have read, discussed and understand the copante of the Action Plan. | understand thatl any further
accurrences of the above-referenced performance issuss, any failures o improve in the desiognated areas,
to sustain impraved performance, or [0 comply with the Company's Values and policiss may lead o fuither
corrective acton, up o and including separation of my empiovmsnt. My follow up meeting is scheduled
1T

QA

Employse's Signature)
A y
£ ,-"; et
SLDervisor: f._ M

Date. I'j / / .

JA0608
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Date:

Mame: H
Daie af Hire:

Titig:

Supay
Prior

G274

9/10/12

1623
e

o

Technical Support Rep |
Grade: 13

vison/Manager: Claira

Corrective Acfion: Mesine

BurngttiJohn Gilanizis

Siatement of Concarn:

-

{m 2

PE Y e dlacusssd e pesd for improvament in job knowiledoe which s extremely important 19

A

fhe custiomer. s cperation of the degadmsnt, and the Company,

Tive Action Flan has besn prepared o aasi

s yol m meeting the standards of your pasiion. With your

L ikis plan will address the areas wherg we expsct your pedormance o imorove, e desired

parionmanty wuei, and what vou should axpact i the desired performance ohjsoives are not mat

mackacd goals of the Sonlact Cenler are a8 follows:

Mlensuis i ozt
D
| Kiowledos Check 335%
{ o
I TSE Agressment 0%
j Duaiity B0y
1 ZEA TEAYL (B VY- orior o V3 o grads 13)

[
VIR

b be given up w30 days o improve your perofmance in these areas o the sxpasiad lovels

cutlined above,

_Area of Neces,

ary Improvement.

_Performance Objective/How fo Correct

nas not consigiently achigved

Cthe goal for Knowledge Checks,

. Aszesaments, Quality, and Senvice

! Exper

ience 38 follows:

b Ovarall Tachnical/Product Job
CRnowledge

Knowledge Check

T

*

Y Quarter 2013 75%
377 Quarter 2013 5%

L Weekly meetings to be hald with yaur Supervigor to review use of

]
1
|
l
b
i

{department taols, systems and databases. Supervisar will morniior
representative 3 times weekly Lo assess the represantalive’s
P understanding, execution and communication of overall technical

- and product knowledge.

i

!

JA0609
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" TE(G Assessment
e MNovember 20013 80%
s February 2014 B0 ot R o

Eit mﬂc...,‘m,

Quaiity
o June 2013 7% , L ‘
s duly 2017 7apsuy, ¢ Waeskly mestings with Suparvisor W review Qualily mondors.
s Dec 2013 7987
" Bervice Experience : ‘ , - ) .
A T013 18 O O Waskly mestings with Supervisor (o revisw Service Expariencs
s Fed 2013 | .E:"?.QOI}F) | MV askly mestings with Supervisor 1o revisw Servics Exparien
v Mo 2013 70.50% !
s April 2013 7230%
s hmy 20173 TA30% |
s June 2013 T4 0, i
b

maowledee Cheek April 2014 800,
Duadioy ¥t

". wuH b upervisor, Clairg Surned el with you and reviswad ES calls. Qverall vou aid 2
Y aur .::upewi.?.»or dd tn: ing o vour attention the unportance of
rigsd of rimrww a3 you troubleshoot. On 4/17/14 Josenh
: e 3 £ o to prenace for e Aprd gssssmenl. e
nd tha i ir“\‘;m; f‘lu»-—"n 2omrnnates poor i Josenh compleling the (25! Today | haw
rigs of CO Scavenger hunis designed o help with the assassment.

Knoswledve Chaek March 2074 70%,
QGuality 85%
SER S22

Supervisory Assistance:

Ciring this perod, your Supervisor, Claire Burneft, met with you and reviewed three calls. Overall you did 8
sood job roubleshooting on your calls, Your Supervisor did bring to your attention on ane of your calls you
could have explained the dates of the partial service bill However the customer did undersiand the bif afler
speaking with you,  One call monitored for QoSD for Aprdl (85). On April 12, 2014 Suparvisar Jason Cox
aper ime with you to review your kKnowledge check for April, showing vou how ne navigales our szarch
giies for the answers to the queshons you had difficulty finding. As well 3 an overview of how to search for
--m\” ary going forward,

JA0610
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Knowledge Chu L Narch 2074 G0OY,
Quality 82,607
RER &S

Supervisory Assistance:

Ciring this period, vour Supervisar, Clairg Bumell, mat with ydL. and Faviewed (hree :’“dil,f Fhvarall you i g
good 10D roubizshooting on vour calls, Your Suparvisor did bring to vour attention on one of your calls vou
ﬂ'w u'd nave mon ,urwl\; document the reubieshooting steps in delemiining a trouble call was warrantad for
S Alzo in one of your calls you were very eificient and did 2 good job assisting the

o his homae network, No QoS0 maonitor yel for April. On Aprib 4, 2014 Leasd Ahrabam
caati ,amﬁ:n:\d m : {o v of your calis and provided fesdback . Abraham also spent 25 munutes with you i
Wity you navigating ouwr search sites and whara ¢ ook for answers 1o techniosl questions, billing and
i Conmimmceions.

Slureh TOTd A,

».'.‘;
Rui)

Lovour Buparvisor, Claire Bumet, mel with you and raviewed thees calls, Ovarall you g
*mmm o we of the calls. Your Supervisor did bring 1o your altantion on ang of your
the customer wihat you can «o o el them, rather than what you cannat do. This oall
Gon, When s call drops whils vouw gre escalating 0 2 lead the lead should call the
; kL The ticket should be documeniad and olaced in work in prograss. Wa also reviewed vouy
=l ucﬂgD moniior. Yo should have verified the call # vou were sending the lemporary password o,
advisad tharm that it sxpiras i six bours ang (o oreale g password that s dfficolt for othars (o figure ool uss
aumbars and symiols,

Zupervisory Assisiance:

Uuring this pericd, your Supervisor, Clare Burneft, wilt meel with you regularly o assist you with the
Parformance mprovement Plan cuillined above.  Your manager, John Gilantzis, wilb also make himseif
availabie to discuss any other matters that might arise in the normal course of Husinass.

This Plan is designed to help improve your performance in he above siatad areas within the next 30 days.
Hoamy of the above siwalions occur within this bme perod, IF you are unable o improve and sustan
whprovemesnt in the designated areas or i you engage in any conduct (hat viclatas the Companys
vass/ooilcies, (dunag this pernd and thereafierd, vou will be subject to furthaer corrective action up to and
nciing werrination of your employrent.

JA0611
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Acknowledgemant;
i5 of the Action Plan. | understand thal any {urther
sues, any failures to improve in the designated areas,

Company's Values and policies may lead to further
My foliow up meeting 15 scheduled

mave read, discussed snd understand the conten

ip

soourrencss of the above-relerenced parformance is
o sustain improved perfonmancs, or to comply with the
corrsctive action, up o and including separation of my employmeant,

Lo1E g

=
5
il

JA0612

RODOY

7 E



Case 2:15-cvaFbAORIBAA KD ciDoenhieh t(@B/A0/ Feles] 1200MVT3, FRegey 240 86358 PagelD #:
1627

Exhibit A10
GC-33
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Trate: /11714

To: TRy A

From: Syed Ali

He: Acticn Plan- Performance

Statement of Concern:

O 8/11/14 we discussed the need for improvement in your call handiing efficiencies and quality
performance, which is extremely lmportant to the customer, the operation of the department, aad the
Company.

Cualiry
June 2014 - Ji
July 2014 - J§

did not meet kis monthly Quality goal. For the month his average was 78.34%.
b did not meer his monthiy Guality goal. For the month his ave:'a.ge was 78.54%.

Jamuary 201480 il Méz%jﬁﬁﬁ%i\’ﬁﬁiwm Roe0iEt e,
Febrigry 2014 ~ 75 O ‘ ’

Murch 2014 - §2 _'J T it

April 2014 — 79 D258 Mool

May 2014 — 80 Ma, Fgs:.. mmm.D’af mm::sfw] Repd.

June 2004 - 935
July 2014 — 87

This Action Plan has been prepared to assist you in meetlng the standards of your position. With your
nput, this plan will addregs the areas whers we expect your perforrmance to improve; the desired
performance level; and what you should expect if the desired performance objectives are not met,

You will be given up to 30 days to improve your performancs in these areas to the expected levels outlined
below,

Areq of Necessary fmprovement Performance Objective/How 1o Correct

Cuality GoallResults Weekly meetings to be held with your Supervisor to review use of
department tools, systems and databases. Your Supervisor will
moniter you a minimum of 4 times weekly to assess your
anderstanding and execution of our quality call guidelines and
overall customer service skills.

Hold Goal/Resulits Weekly meetings to be held with your Supervisor to review your
progress. Your Supervisor will monitor your use of Hold and
pravide feedback during the meetings.

v 5:—) JAO614
G C D ROO1H05T
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Supervisory Assistance:
During this period, R g

» Twill meet with you on a weekly basis to assist you with the Action Plan outlined above.
e [ also will maks myself available to discuss any other matters that might anise in the normal course of
busmess.

This Plan is designed to help improve your performance in the above stated areas within the next 30 days. If
any of the above situations occur withim this time perod, 1f you are unable to improve and sustain tmprovement
in the designated areas or if your engage In any conduct thar violates the Company’s Values/policies, (during
this period and thereafter), you will be subject to further correclive action up te and including fermination of
your employment.

Acknowledgement:
Thave read, discussed and understand the contents of the Action Plen. Tunderstand that any furthey ocourrances
of the above-referenced petformance issues, any faiiures to improve in the designated arda®®o sustain

improved performance, or to comply with the Company’s Values and policies may lead to furthésdonective
action, up t¢ and including separation of my employmont. My follow up meeling is schaduled 8/15/14,

. Lof LR
£/ // 7/

Dhate:

Empioyee’s Signature:

oy (
Supervisor: ‘f"’fd}‘ﬁ) -

ate: 3*/// /f o
T/

JAO615

RON100353



Case 2:15-cva¥52RIS6AKDcDoentrisht @0/ Filed) 1200 TS, Fye/ 2 8 ab258 PageiD#
; 1630

The customer said she moved, Jiss could have asked where should moved from and then ch%d
Beost to see if there were any optimuam Id's that she needed moved {o her new accounnt, If the answer
wag yes this may have required approval if the previous was in a different name,

To advance VR could have ofiirsduaywBitaghile (he customer move her equipraent so when she gets
off the phone the equipment is moved and he makes sure she has no signal issues that may have been
caused in the move,

3:00 to 3:16 Jamme should lisien very carefully so ag not talic over (9e%&stomer. 7:50 Lo §:05,

should have advised of other

Procedure and Information Accuracy - Call Mandling - To advance Jf
support options such as Facebook, Twitter, Live and email support.

QA monitor 2 - Advance - good call gverall. Verint - 9120810755160000411

Adaptive Personality - Customer Rapport - To advance Jfsg shonld build a rapport with the customer
and nse the customer's name when ever possible through out the call, J48m8 could also use empathy
when ever possible throngh out the call,

i should use pleasantries through out the call.

Pasifive Language - To advance J§

o,

o

e

JADB18 54 4
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Jomm ARy - Action Plan Update ek
8/18/14
Prepared by T5G Supervisor Syed Al

On April 18, 2014, TSG Supervisor James Starr met with JiErEAP &% d o review thefond week
perind from April 11 — April 18 for his overall technical/product knowledge, e3 quality scores, and call
handling efficiencies. T had two &3 monitors, and four action plan monitors complated dunng this
neniod. He was rated as Advanced both of his e3 menitors, and all the calls with the araas of

opportunities were raviewed with TR A0
Summary PORE
Chuality:

Overall Jmmmconsistently misses opporfunitiss where empathy can be expressed. This occurs at the
beginning of the calls, as well as other instances throughount the ¢all, He also lacks call control at tunes
and allows the customer to carry on the discussion by not responding promptly using verbal nods and
ASSUrance stalemnents. 308

4
Hold:
W also discussed )R hold times, Ja8u (s moving in the right direction and has reduced his hold
limees significantly (MTD 48 seconds), We specifically reviewed a cdit-fm 8/17 in which he bad
muliiple holds. After discussing the call, we realized there wag a probing question J4E8R conld have
asied the customer at the baginning of tha call (is there anather device we can ade to lest
connectiviy?), which woold have prevented many of the holds during the call and which could have
provided the cusiomer a fasier resplution.

Live Monitors:
call 1@ 342 pmon B/14/14 - At the end of the call, the customer expressed hig gratitude. 78
the opportunity to respond appropriatefy, by stating "You're welcome, it was my pleasure, ete.’

% missed

Call 2 (@ 346 pm on %/14/14 - Good call overall, at the end of the call J§ should display & ittle
better calt control by making a statement like, ‘before I let you go, please hold for a brief survey based
on my performance on this call., have a great day'. This would not only ensure that the customer ok
the survey, but niso was clear that it wag based on iy performance on the call.

Verint Momifors;

Call Date 8/18/2014 1:50:47 PM

Verint Comntact [ §1209238635090000411
-lack of pleasantries

¢3 Monitors:
QA Monitor 1 - Good overall call (advance) Verint - 9120776667220010411

Adaptive Personality - Customer Rappaort - 1:00 to 1:40, 3:40 to advance J#%M8 couvld have naturally
used empathy to create a seamless repore with the customer. - Jgmag should look for an opentng and
take control of the call.

To advance e should use pleases and thank you naturally throug ont the call. A good opportunity
would be when the customer says thank you for taking by call. Jémm$ could have said you are
welcome.

JAO617
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As of:
8/17

As of:

=B ffective

As of:

=Effective

Az of:
/8114

=hffective

Month End

|

Effective

il AL

Az of

117

48 Seconds

Az ol

= 40 Seconds

As of;

< 40 Seconds

As of:
0/8/14

< 40 Seconds

Month End

< 40 Seconds

JAO61F%DD*] 0048
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e R

Jason should use pleases and thank yous throughout the call to advance,

3110 during periods of silence JiEM could advised that if you use the compuiter we pow have support
options through Twitter, Facebook, Livisoid ).

yshould advise what he is doing to resolve the cosfBiaet's issve,

1:31 through out the call

yshould use pleasantiies throughout the call.

Cosh . i
;, fif SFflective
As ol e s g W
AS l
o =Eective f !
- - - | |
Az of e i &
oo EEiective |
WG4 | )
donth End ~Effective | i
L i !
%,10; =40 Seconds | 48 Seconds
I . | =40 Seconds | o
ﬁ?@i’,;i ' 40 Mmooy @
Az of: = 40 Seconds
[
sy
JA0619
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Toomth APy — Action Plan Update
8/25/14
Preparad by TSG Supsrvisor Syed All

b
On August 23, 2014, TSG Supervisor Syed All met with J i AR 1o review the one week peried
from Auvgust 19 — August 25 for his overall technical/product knowledge, €3 quality scores, and call
handling efficiencies. Jpmmmhad one &3 montior, and four action plan monitoss c8mpleted duving this
period. He was rated as Effective on lns &3 monitor, and a1l the calls with the areas of opportunities

were Teviewed with T $

Summary

Quatity:

Overall Jpsm consistently misses opportunities whese empathy can be expressed, This occurs at the
beginning of the calls, as well a5 other instances throughout the call. He also lacks call conirol at times
and allows the customer (o carry on the discussion by not respoading promptly using verbal nods and
assurance statements.

Hold:
We also discussed TSR hold (imes. #8@ggis moving in the right direction and has reducad his hold
tmes significantdy (MTD 40 seconds). 1 reminded Jagess o remain focused.

f'ml;f. o

Action Plan Mogitors:

Call

Call Date 5/21/2014 9:23.05 AM

Verint Contact 1D 91209481785500004 1 1
-Missing pleasantries (thank you)
-Missing verbal nods

Call 2

Call Date 8/22/2014 2:20:43 PM

Verint Contact TD 9120953604350010411
-Empathy missing

-] e was pelite throughout the call

Cali 3

Call Date 8/22/2014 3:17:07 PM

Verint Contact ID- 91209380427500004 11
-Polite, delaved responses, missing thank you’s.

(Call 4

Call Date 8/24/2014 9:04:03 AM

Vernt Contact 1D 91209739843 10000417

-lack of pleasantries ‘

-call control, introducing the survey at QM» wd of the call

23 Monitor:
QA Monitor Rd. 3 - Good overall call (Elfu:,t:ve) Varint - 9120776667220010411

Adaptiva Personality - Castomer Rapport - To best adapt and congact with the customer J#RER should
respond accordingty to the customer with wards like sure and I updersinad.

JA0620
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l As of: | _’40 Seconds ] """"""
9/8/14
Month End | = 40 Seconds
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AB8 — Action Plan Update
91214
Frepared by TSG Supervisor Syed Al

On September 2nd, 2014, TSG Supervisor SyefAL met with Tigmm B8y (o review the one weak
period from Angust 26 — September 1 for his overall technical/product knowledgs, €3 quality scores,
and cali handling efficiencics. J88img had one 3 monitor, and foer action plan monitors g _H@Jetad
during this pericd. He was rated as Novice on his 3 monitor, and all the calls with the areas of
opportunitics were reviewsd with J g

#icty
Summary
Quality:
(Orveral} consistently mrisses opporfunities where empaihy can be expressed. This occours at the

beginning of the calls, as well as other instances throughout the call. He also tacks call control at times
and ailows the customer to carry on the discussion by not responding promptly using verbal nods and
assurance statements.

Hold;
We also digcussed J§ b hold limes. T
times signtficantly (MTD 40 seconds). | reminded T

is moving in the dght direction and has reduced his hald
to remain focused,

Action Plan Monitors:

Call 1

Call Date &28/2014 e
Verint Contact 1D 9121000443600000411
-Good job of expressing empathy and assuring the customer of a resofution,
-Good call control

-Missed opportunity for pleasantries - respond appropriately when the customer say thank you,

Cali 2

Call Date 8/29/2014

Verint Contact [D 9121019423%60000411

-Good job of incarporating information provided by the transferring representative.
-Empathy missing

T was polits throughout the call.

Call 3

Call Date 8/31/2014

Veriar Contact 1D 9121635374260000411

-Empathy missing.

-Polite, delaved responses, missing thank you's.

-call control, introduciag the survey at the end of the calt

Call 4

Call Date 9/1/2014

Verint Contact ID 9121044795020000411

-Emparthy missing,

-lack of pleasantries

«call contzol, infroducing the survey at the end of the call

JA0622 »
©0010057
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i N

QA Moniter Rd. < - (Novice) Verint - 9120991075962001041 1
Adaptive Personality - (EUSIDmEWa.p%% To advance J I should know the * features seamlessly
throughout the cafl.

To advaoce J#@@ could have advised that once the customer gets the number to block she can do s
online at optimum_net W e

To advance /B8 should advisz through out the call what he is doing to resolve the customer's issue.

As ol Etfeotiv s s
8/17 ~Efective 2% J
....... ‘ e
A5 of e o i
8/24 :;‘.E.ﬁﬂt.tl‘-";’» RS S :
As of e ol
E /31 [ Sisclve I{,l
L Asof Ot ‘
9/8/14 zEffective ; J
Montl End SPsfective
- s
Hold
e
Agof: . - .
/17 =40 Secotds | 48 Secnnds
As 0f <40 Seconds 40 Seond
2/24 40 Seconds
JA0623

ROI0NE

8RR ab358 PagerD#

o
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| As of; rf:f-d.-f_) Seconds

3728 i
Az of; < 40 Seconds -
9/8/14

Moenth End | =40 Seconds
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As of:
8/31

=Rffactive

L+

Asg of:
G/8/14 [

=Effective

(August/2(14)

Month End

=Effective

e

T

As of:

a8

< 40 Seconds |
3/17 = 40 Becond Beconds 4
vteara i
e of: 240 Seconds L

8/24

A3 Reofig

Az ol
B/28

=40 Seconds

Asof
98/ 14

= 40 Seconds

Month End
(August/2014)

i = 40 Seconds

42 Seennds

#34
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Jammgm ARER — Action Plan Update
9/9/14
Prepared by TSG Supervisor Syed Ali,

On September th, 2014, TSG Supervisdr Syed Al met with | B to review the one wesk
period from September 3 — Septemberad for bis overall techaical/product knowledge, ¢3 quality scores.
and call handling efficiencies. [ "‘d one 3 monitor compleled during this period, He was rated as
Advance on his ¢3 monitor, the call, with the areas of opportunities was reviewed with J g

Sommary

Quality:

Overall J&E® consistently misses opportunities where empathy can be expressed. This oceurs at the
beginning of the calls, as well as other instances throughout the call. He also lacks call contro] at times
and allows the customer fo carry on the discussion by not responding prompily using verbal nods and
a8surance staternemts.

Holid:

We also discussad [
times significanily - 42 seconds (Final August). I reminded
impostant cormporent of delivering great cusmomer service.

A hold times. J #5288 is moving in the right direction and has reduced his hold
) that using hold efficiently is a very

With the opportunities during the period when this Action Plan was admiaistered, wai sull able
to complete the plan successfully, He was Itml]’idbd that he must continue to maintain satisfactory
performance in the fumre. S et

L}
v

e3 Monitor
QA Monitor Rd. 1 -~ (Advance) Vt‘:i‘i;l{ - 9;2105385323l.)(,10(‘34.‘§. L

should wse natwral emmpathy and call the

Adaptive Personality - Customer Rapport - To advance
customer by name naturally through out the call.

Jymmn should uge more pleasantries through oul the call.

To advance Jgmm should respond with no hesitation through out the call.

8/17 =Effective Advaneed
Féﬁ;j : =Effective Advanced

JA0626
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To: -

From: 8yed Ali/Antia Zummo

Date: 4N 2/13

Ke: Final Wyitten Warning . i 573

Sintement of Coneern;

W,

. . . . ok ., _ - o o L q“F:i@ e -‘w-z—{“riff-“?% i

As discussed, you are being given a Final Wepning for mishandling the following customer accounts: ]
Redacted Both custorers proceeded to file

Corporate Complaints. This warning is intended 10 address this concem mnd what you should expect if this does not

TNPEOVE.

'3 '

Baclzround: Acton Plan- 8/11/14- Performance

Previous communications with the employes about this ssue:

o With customer "808C%d o 700715, you failed to follow call hapdling procedures by keeping the customer
on an extended hold for 3 minwtes and 39 seconds withowt breaking i, and also by deferving accountability
saying you reeded to speak o ¢ “Senivr Lead becouse they have the magic Rammer”, ;

v Wl customer REUASA grep on 1720718, you did not address the corvent raie code issue with World Call
and OF Internaticngd Calling Plan 3 or place a test call with the customer 1o verlfy the service was working,
Additionally, during this eell pou were Indiffzrent on the coll, which contained wultiiple holds and
sileyces and you fuiled to empathize with the cusiomer,

Expectations:

For each contact, it is expected that you fully review ali account infortmation 1o Insure a comrect diagnosis and relay of
information, practice active listening, he responsive and empathetic on appropriate contacts. It §s alse expected that
vou coaduct yoursell in accordaace with our company values. As ontlined in the Employee Handbook on page
38, Cableviston encourages all employess fo practice good telephone manners. This includes answering ringing
telephones, speaking courteously and tryfug your best (o assist {he internal or external caller with his or her
peeds,

As a TSG Customer Service Represeniative you have an obligation to deliver an unparaileied service experience
on every contnct. ‘Fhe manner io which you handled these calls severely hampered that,

Mexl staps:

1t you are unable to improve and sustain Inprovement in the designated areas, or you engage in any conduet that
violates the campany’s policies during this period and thereafier, vou will be subiect to further corrective action up to
and including termination of your employment.

JA0G27
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HEmployee Comments:

© Date
" \ A {
A - el LS T

".:;'::l__'_:-:.‘ ‘;_,.n‘l"'. .._(;j

/el

[ .
. L

eer Persommel File/Human Resources g

i

i

E

!

|

E

i

i

!

§

;

i

i

¥
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Exhibit A10
GC-34
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. 1644 = N - T T~ T ’
) MICABEEVISEON

T0O: NESDs Drsem cc: Personnel File

FROM: Gina Spaulding/Anthony Maharaj

DATE: 03/14/14

SUBJECT:  Writlen Waraning (Progressive) )

As discussed, you are being given a Written Warning for absenteeism and poor reliability. This
warning is intended to address this concern and what you should expect if this does not improve.

Background:

o 12/07/13 — Verbal Warning

When asked the reasons for the absenteeisim, you siated your mother was sick and that you were
taking care of her.

You were advised that if the situation warrants, the Disability and Human Resources Team is
available 1o assist.

N ild 2 PRIy
Specific examples: Ly jﬁccfswed L Fg|sCied ——
S et 1 ~

ey
Zxh. NeT

Case Name.—~ o

Lateness: Case Mo __*#M
! ’_;' - [ﬁ,-”‘"
7 f L Rep. ,Q‘K;ﬁ
4

© L
01/20/14 - 9 minutes- { L =
01/25/14 = 10 minutes DAt LS,
. P8l e S’
02/03/14 — 8 minutes No. Fgs /
02/14/14 = 11 minutes

03/01/14 = 11 minutes

In the meeting on 3/14/14 the importance of attendance in the Call Center and reporting to work
on the days you are scheduled were emphasized. Duning the conversation vou stated you would
make the effort to improve. You were asked if there was anything vour supervisor or thé
Company could do to assist and you declined these offers of assistance.

We expect that you will improve your attendance immediately. As outlined in the Emplovee
Handbook on page 38 the Company has the right to expect an employee 10 arrive to work at their
scheduled shift time. As a TSG Customer Service Representative, we have obligations to
mainlain FCC regulated ASA. Your mnability 1o arnive at work as scheduled impacts that service
record as well as our Value to provide exceptional customer service.

o JA0G30
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Continued occurrences of the above-referenced issue or failure to comply with Company Values,
policies of guidelines will result in further corrective action, up to and including the termination

R

of your employment with Cablevision.

pored o3

Employee Comments:

_f ﬂ'ﬂﬂ;/fﬁ "")7' ralle  masr QV an RJLZ(’D;@‘/\LH JDC /®)ai -—(ru
L// rwf—//pv Lews Cople oy Ho /rmJ 'ﬂm pvondle  Lubiod bus
ﬁ'p,gc/( d vy AN J:—p /ol( (/{ /P ./:PJZO/ 218w j Lw// pyee /

——/z) .%Z'ow ,,;,4) Lua/k: o7 //'-‘

z / ) 4/ 14
/
Employee’s SZA% Date
Manager's Slz,nature Date

JA0631
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CORRECTIVE ACTION i
Verbal Warning - Absenteeism
Date: 12/07/13 s
Name: NS DS
Hire Date: F1/13/12
Length in Current Position: 1 year, | month
Job Tile/Grade: Rep %ech Support/Grade 13
Prior Corrective Actions: 06/10/13 - Attendance Conversation
From: Anthony Maharaj/Gina Spaulding
Schedule: Sunday, Monday, Friday, Saturday; 11:00 p.m. - $:30 a.m.

As a follow-up to the Counseling Discussign on 06/10/13 this Verbal Warning outlines N 3
continued excessive absenteeism and poor reliability. Since the meeting with his supervisor on
06/10/13, NGBS called out Sick on 3 additional occasions, further exceeding his Sick available time
accrual by 24 hours.

Sick/Personal:
LH/15/33 10 hours (sick)

Late for Shift:
10/04/13 - 37 minutes
10/14/13 - 8 minutes
10720/13 - 6 minutes
10/27/13 - 12 minutes
11/02/13 - 20 minutes
11/03/13 - 9 minutes
11/04/13 - 5 minutes
11/24/13 - 7 minutes

When asked the reasons for the absenteeism, &
mother’s health.

avallable to assist.

In the meeting on 12/07/13 the importance of attendance in the Call Center and reporting to work on
the days he is scheduled was emphasized. During the conversation he stated he would make the effort
to improve. SHBEEm was asked if there was anything your supervisor or the Company could do it assist
and he declined these offers of assistance.

JA0632
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We expect that {E5ERIE8, wWill improve his attendance immediately. As outlined in the Employee
Handbook on page 38 the Company has the right to expect an employee to arrive to work at their
scheduled shift time. Asa TSG Customer Service Representative, we have obligations to maintain
FCC regulated ASA. NG inability 1o be at work as scheduled impacts that service record as well
as our Value to provide exceptional customer service.

twosd L
Any further infractions will lead to additional disciplinary action up to and including termination.

yae 12]#03

Supervisor Date

il
&

g5

P
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Exhibit A10
GC-55
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Performance Improvement Plan

Date: 08/16/13 Exh, Nca:(Z,_.,.....x:"6 g H‘?calvm :gwjectad.__m
Natne: Case No

Case Name:_. & oo ¢ .
Hire Date: 02/25/13 NO. Pys:.ee Datblle 5 ren: (20

Job Title/Grade: Technical Support Rep. }Grade 13

From: Anthony Mabaraj

The following Performance Improvement Plan has been prepared to assist you in meeting the standards
of your position, You are currently not meeting the company standards for QoSD and SER. You will

be given up to 60 days to improve your performance.

During this period, vour supervisor will meet with you on a bi-weckly basis to assist you with the
Performance Improvement Plan outlined below. Your supervisor will also make himself available to
discuss any other matters that might arise in the normal cowrse of business. The following areas listed

below are in need of immediate improvement.

DoSD
04/13 - 71.75% R must sccwrately and thoroughily Goal = 80%
05/13 - 72.6% | woubleshoot the customer issue by following the
07/13-73.6% | guidelines outlined in TSGNews and the KDB. In
MTD - 78.5% | addition he must speak in a positive tone, with
inflection and energy in his voice and engage during
silences when needed. In addition, M
complete the call by offering to transfer to the
customer satisfaction survey.

SER must proactively announce the survey to Goal 2 7%
03/13 - 77.2% | every customer, and then transfer the call to the
04/13 - 76.3% | survey at the end of each call,

03/13 - 71.4%
06/13 - 72%

07/13 - 69.9%
MTD - 75.6%

This Plan is designed to help improve your performance in the above stated areas within the next 60
days. If any of the above situations oceur within the next 60 days, if you are unable to improve and
sustaim improvement in the designated areas or if you engage in any conduct that violates the
Company’s Values/policies, (during this period and thereafter), you will be subject to further
corrective action up to and including termination of your employment.

I have read, discussed and understand the contents of the Performance Improvement Plan. I
understand that any further cocurrences of the above-referenced performance issues, any failures to

él L L> 7 JA0635
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improve in the designated areas, to sustain improved performance, or to comply with the Company’s
Values and policies may Jead to further corrective action, up to and including termination of my
employment. My follow up meeting is scheduled for 08/30/13.

T

JAO636
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Employee o Date S?Elpemsm Date
f‘i;;.{amgezr Date Employee Relations Manager Date

GaSD

As of’ ~80%

08/30/13

Og\:’; 3?/%3 EBQ%

05?’?’270; 1 3 =80% W
13/2 f ,fl:g >80%
i\é?;t?ll gnd =80%

e
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80-Day Performance Improvement Plan

AN\
Name: Yoy AR - foeER ety J [ f§\>/
Date: 10/31/13 ‘q

Date of Hire: 02/25/13

Title: Technical Support Rep I

Grade, (rade 13

Supervisor/manager: Anthory Maharaj/Gina Spaulding
Frior Corrective Actfon: Verbal Warning Aftendance

As you know, you have been coached regarding your parformance on the foliowing dates:

08/01/13 ~ QoSD/SER

08/08/13 - Qosh /SER

08/13/13 - SER

Q8/14/13 - QOSD e | #o Ll Boeed
08/21/13 - QOSD

08/27/13 - SER

08/28/13 - QOSD ¢
08/03/13 - QOED

08/0513 -~ QOSD

09112113 — QOSD/SER

09/18/13 - QOSL/SER

P @ o B W S B @ @ o8 a

During these sessions, we discussad on how to make improvements and achieve the
expecied standard goals of the Contact Center that are ag follows:

feasure L Goai |
QoS ‘ 80%
3ER 77.4%

Since your performance continues to be deficient in this ar2a the following Performance Improvement Plan
has heen prepared to assist you in meeling the standards of your position.  You will be given up to sixty
days to improve your performance in these areas to the expected levels outlinad below,

During this period, your Supervisor, Anthory will meet with you regufarly to assist you with the Performance
improvement Plan outiined below. Anthony alsa will make themselves available to discuss any other
matters that might arise in the normal course of busingss. The following areas listed are in need of

immediate improvement,

JA0638
RODA DAY
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Maasure

How to Correct

Goaf

QoOsDh

VipiiERy Htmag has not consisterntly
achieved the goal for Quality. His 2
month average is 75.18%, recorded as

follows:

«  July 2013 - 73.850%
o August 2013 -78.75%

MEERR) must accurately fBd) g
thoroughly troubleshoot the
customer issue by following the
guidelines outlined in TSGNews
and the KDB. In addition he should
engade the customer during
periods of silence, and actively
axpress empathy and give
assurance of help on every call.
Supervisor wilt conduct "Side by
Side" assessmenis.

S s expectad o meet the
goal for QOSD which is 80%.

SER

MEER Hismeg has not consislently
achieved the goal for SER. His 2 month

average is 71.45%, recorded as follows:

o July 2013 — 69.90%
s August 2013 - 73.00%

SRS nesds to make sure afl calls
are fransferred ic the survey and
hig top box scores improve as wall
My must slow down his
closings to ensure all customers
understand and expect to be
tramsferrad to & survey that is
basad on his perdormance.

B is expected {o meet the
goal for SER which is 77.4%.

This Plan is designed to help improve your perfformarnce in the above stated areas within the next sixiy days.
If any of the above situations ocour within the next sixiy days, if you are unable to improve and sustain
improvement in the designzated areas or i you engage in any conduct that violates the Company’s
Vahies/policies, (during this period and thereafter), you will be subject to further Corrective Action up te and

ircluding termination of your emplayment.

I have read, discussed and understand the contents of the Performance improvement Plan. | understand that
any further occurrences of the above-referenced performance issues, any failures to improve in the
dasignated arsas, to sustain improved performance, or fo comply with the Company's Values and policies
may lead to further corrective action, up to and including termination of my employment. My foliow up

meeting is scheduled for August 29"

JAO0639
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CoSD
T S A R o e #}:‘TM
As of: =209
0820113 | =50 [ | -
o . - " et ?’%‘»‘% .
oo | 280%
O‘j—’iié}f{g 280% | 82%
16\;91’ g/fl: y | 280% | 85%
SER
Asof: >77.4
082913 | %
As oft =17 .4
01213 | %
As of: =774
09726/13 | % _‘74,2%
As of: =774 .
01013 | % | %
As ol =774
10/22/13 o, | 7657
As of: =774 \
w0313 | w | 06
JA0640Q
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O 16431743, Ml and | met for his performance plan extension for SER, We discussed his MTD SER
scores. MTD Marlon's SER average is 73.6% not meeting goals,

(R will continue to transfer all applicable caiis to the survey, Mgy understands the importance of our
customers taking the survey {o rate his performance. M§ advised he will make avery effort to trapsier

avery custormer to the survey.

Employee's Sighature:

Date;

Supenvisor:

Data:

JA0G41
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Exhibit A10
GC-56
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To: :
From: Valmiki Mohip/Gilbert Vega

Diate: March 12, 2015

Re: Final Written Warning for Call Handling %/

e i
As digoussed, you are being placed on a Final Written Warning for not meeting the performance expectations of your
rale. This warning is intended to address the areas in which we expect your performance to improve; the desired ;
performance level; and what you should expect if the desired performance objectives are not met,

Background:
10/30/14-: Verbal Warning for Atiendance ‘ . }
1
]

Over the last four months, you have received 3 customer complaings. two of which was esealated to Corporate,
Chn 12427414, you recetved a call from Redacte who was having issues with his on demand [
sarvics, You initially attempted to troubleshoot with the customer by explaining that you needed to doowmnent every
transaction on a Remedy ticket. The customer regponded by stating *you guys are getting worse and worse”. This
resulted i an unnccessary exchange in which you made the following statements: “would you prefer we not docunent,
that™s a thetorical queation™, “would you prefer we not document, that’s a rhetorical question”, “you’re slowmg me
down a bit, just let me do my thing” and “obviously it's cne of our boxes or you would not be calling us™. Iz addition
you chose to document the aforementionsd Remedy ticket with the following “Really ¢v ballbreaking customer”.

Radacted

On 2/13/13, you received a call from . who aglked to speak with the
Billing deparfment. You advised Redacied that you would be able to assist and began to review his bill, The
custotaer then complained sbout paying for Ultra 50 but not getting the advertised speed. fe compluined that he works
lute at night and that’s when the issue cccurs. You stated that you would request for bis equipment to be monifored (sel
up an SROY. After updating the preferred contast list so the customer can get order confirnation e-mails as well as be
advised of any planned maintenance/outages, the conyversation turned back to the customer's bifl. You kept tofiing the
chistomer the cause for his high bill was because he did not make a full payment at some poitt. What the customer was
inquiring about was the change to his monthly rate that changed in September. When the customer said you're not
understanding you stated “ am wnderstending because it's hlack and whize. " You repeatedly spoke over the customer
and also stated " have io respeetfidly disagree”, when the customer said the information you were giving was not
acchrate. Rocky was asked why by Redacted  why he could not tell him what his rate was for the specific month of
Sepiember and he repeated that he has not made full payments.

On 3/06/15, you received a call from Redacted . who had issues with
accessing Qutlook. According to  Redacted oy streamed her computer and a data file was deleted. This call was
closge to an hour leng for issues that are cutside our scope of support — you walked the customer throogh a JAVA
update, which resulted in the original PST file being defeted. The customer “hung up in disgust” as you noted [n your
Remedy ticket,

Expectations:

It is expected that you conduct yourself in accordance with our company values, As outlined in the Employes Handbaok
on page 38 Cablevision encourages all employess to practice good telephone manners. This includes answering ringing
telephones, speaking courteously and trying your best to assist the internal or external caller with his or her nesds.

As a TSG Customer Serviee Representative you have an obligation to deliver an unparalleled service experionce on
every comact, The manner in which you handled this call severely hampered that. Ir addition, page 42 states the

Sl ,
Exh, Ncé (“P&'Hecﬁivad ,.l'i,. Rejatted mewm
Caze No..

Case Name: (?L"? ¢ g N - 93
No. Pgs:mDéﬁyﬁzﬁLﬁHap.fﬁéﬁ é, C |

I
|
|
E
|
E
|
|
|
|
|
|
|
|
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JON

foltowing - Our emplovees are prohibited from using the Company’s information and communications systems in a
rannet that is offensive, embarrassing or harmful to others or in a way that reduces productivity or interferes with
regular work duties, Writing or sending e-mails or accessing Internet sites that contain sexually explictt, racial, or other
offensive or mappropriate content or information that may be construed as barassing ov embatrassing are also prohibited
in the workplace. In essence, any statement or material that would be offensive or inappropriate or that you ordinarily
would not put into a Company letter or memorandum shouwld not be sent or stored on the Company's information and
commications systems. Downloading or forwarding inappropriate material is also prohibited, -

Next stops:

If you are unable to improve and sustain improvement in the designated areas or if further performance issues arise, you
engage in any conduct that violates the company’s policies, (during this period and theveafter), you will be subjest to
further correciive action vp to and including termination of your employment.

Employee Comments:

g Perspnnel File/Human Resources

JAOGﬁ‘r
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Date:  6/11/2015

To;

From:  ValmikiMehlp Hed,

Re: Action Plar ~ Adherence, AHT & Personal Time P
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—— ﬁg e

Statement of Conoernp:

On 2/27/15, 3/22/15 and 4/17/15, we discussed the need for improvement in overall delivery to ow
customer base, which is extremely important to Cablevision and the operation of the department, as well
as the self~included impact on vour metrics yearly performance.

) has failed 1o meet the pesr group established average in the aren concerning ARY, Adkerence
and Personsgl Time for the months of February, March and April as indicaied below,

Sipce then, we have not identified sufficicnt fmprovement in these areas. Therefore, this Action Plan hes
bean prepared 1o assist you in meeting the standards of your position. With vour Input, this plan will
address the areas where we expect vour performance io improve; the desired performancs level; and
what vou should expect if the desived performancs objectives are not met.

You wifl be gven up to <30 days to improve your performance in these areas to the expected levels
outlined below, o

Area of Necessary fmprovement

Adherence The gxpectation iz that R will comply with the recommendations
outlined to achieve an Adherence average at or above those of his

i Peer Group Peer Group over the course of the next 30 days and going forward by:

Febh 882 934

Mar 8§50 93.0 »  Review schedule in Empower daily and sign off to breaks and

Apr 91.7 92.9 lunch on thne as scheduted.

*  Supervisor to meet with you weekly to review Xfur adierence
and provide you witi gtatus updates. e

R e
AHT The expectation is that REEE Wil comply with the recommendations
outlined t¢ achieve an AFT average at or above those of his Peer
Peer Group Group over the course of the next 38 days and going forward,
Feb 810 633 Some suggestions for sormecting:
Mar 1118 636 » Utilizing all reference material, systems and troubleshooting
Apr 8903 625 flows including but not Himited to the KDB, TSGNaws, [D4,

and Remedy, efficiently and correctly bandle ali aspects of
2ach inceming call,

©  Your Supervisor will remote live monitor you a minimum of
5 times weekly to assess your understanding and execation of
our call handling processes, troubleshooting steps and your
ability {9 contrel your calls.

I

JA0645 ;
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Apea of Necessary Loprovement Berformance Objective/How to Correct |
- e 24 e
i . .
| Paysoral Time% The expsctation is that R will comply with the |
; recommendations outlined to achieve a Personal Time% average af |
Peer Choup or above those of his Peer Group over the course of the next 30 5
Feh ' " 12 days and going forward by:
Mar 2.0 : !
f{_‘f;: 0.7 %}% o Raducing or eliminating the use of Personal Time during

schedule phnne howrs,
s Handling non-work related issues during break or lanch
tine.

Supervisory Assistance:

_ bty
During this period,
e [ will meet with you on an as-needed basis to assist you with the Action Plan outlined above.
o I also will make myself available to discuss any other matters that might arise in the pormal course of
business.

Thiz Plan is designed fo help mprove yowr performance in the above stated areas within the next <30= days. ‘
If any of the above situations ocow within this tme perind, if vou arc wable to lmprove and sustain
improvement in the designated areas or if you engage in any conduct that violates the Company's '
Values/policias, (during this peried and thereafter), you will be subject to farther comrective action up to and
including termination of your employiment.

Acknowledgement:

el
I have read, discussed and understand the contents of the Action Plan. I understand that any futher
occurrences of the above-referenced performance issues, any failures 1o improve in the designated areas, 1o #%
sustain improved performance, or o comply with the Company’s Values and policies may lead to further .
corrective action, up to and including separation of my employmeant. My follow up meeting is scheduled i-
(6/18/2015). ‘

' - e v :
Employes's Signam'c‘ il RS “ __ Date: 45;,?"?! / ; ]“ :
g
Sunervisor ;
Dater
2
JAO646
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Trate: 4117/15 PR
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To. Bh, N&T_ 7 Received .- Rejected wa.
o . Casa Mo

A -
From: Charles Washington Case Namne!tu "’"K\ Y SRR ‘ K@ e

- No. Pgs: Dat@f f;%"--}ﬂep.é”%—m O /

Re: Action Plan - Performance o

Statement of Concern:

(n 4/17/15 we discussed the need for improvement in your overall job knowledge, which is extremely
important to the custower, the operation of the department, and the Company.

Cotober 3, 2014 - (504
refake the fest on Delpber 24, 2014 and lre passed the zea%ﬂ,

 failed his New Hire Fingl Dxom scoring 76%. Trplning ;M;g permitied him io
';-muit 2 5co fﬁgf

AP w'("
S

lemp-rﬁ"*’ E‘Ei’““

Jowary 2615 - fuiled his Juauary Knowledge Checkt sepring 80%

Mlarch 2015 - KGR fuiled lis Mareht Knowiedge check scoring 50%

This Action Plan has been preparsd to assist vou in meeting the standards of yow position. With your
input, this plan will address the arcas where we expect your performance to lmprove; the desired
performance level; and what you should expect if the desired performance objectives are not met,

You will be given up to 30 days to improve your performance in these areas {o the expected levels outlined
T
below.

Apen of Necessary Improvement | Performance Objective/How (o Corvect

Overall Job Knowledge/Knowledge | Weelly meetings to be held with your Supervisor to review use of
Check Scores department tools, sysiems and databases, Your Supervisor will E
monitor you a minimum of 4 times weekly to aasess your
understanding and execution of our all department tools, systerms
and databases and overall custormner service skills.

Following the completion of your April Enowledge Check, your
Supervisor will meet with you to review all questions and answers
from the test io insure you have a full understanding of the material
covered on the exar.

Supervisory Assistance:

During this period,

o 1 will meet with vou on a weekly basis to assist you with the Action Plan outlined sbove,
o I also will make myself available to discuss any other matters that might arise in the normal course of
business.

7 ey JA0648
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This Plan is designed to help improve your performance {n the above stated areas within the next 30 days. If i
any of the above situations occur within this time period, if you are unable to improve and sustain improvement ‘

it the designated areas or if you engage in any conduct that violates the Company’s Vahes/polifhegll duping

this pericd and thereafter), you will be subject to further corrective sction up to and including termination of
vour employment,

Acknowledgement:

I have read, discussed and understand the contents of the Action Plan. | understand that any further ocewrences
of the above-referenced performance issues, any fpilures to improve in the designated areas, to sustain
improved performance, or to comply with the Company’s Values and policies may lead to further comective
action, up to and including separation of my employment, My follow up meeting is scheduled  4/24/15

el
Date: L[ /37 /Z,O kg
Fus By

¥4

Employee’s Signature:

2
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Kason Quarles - Action Plan update
May 4, 2013 Sl Bk

Prepared by Charles Washington ~ TSG Supervisor

Today and I mel and reviewed his 4 call monitors that | conducted with bim, } passed
his QA scoreghaged on his peer group average but he siill has some areas for improvemegRis
seores were 72.00, 76.50, §3.75, and 82.50 for an average of 78.69%,.

continved to say “there™ and “here” many times thronghout the call. Thave reiterated to him
o try and replace that with the sub’s name to help build a rapport.

2 trottbleshooting was sound, but he faited to use TTT for Modem, K needs to use [TT
for Modem on each OCL/QV related call, Thisis very impaortant not only in troubleshooting but in
keeping in compliance wi‘ih his tools.

K4 did have a wmlung knowledes of Ius tools, was able to mltitagl, and document his
l\_l‘,‘Z‘ﬂC’dV ticket during the call. However, to incraase his chances of not getting a repgat, ke should
alzo offer seif-help options such as Dpnmum,ml, Channel 804, and/or the Optimum Support App.

on 31113 for our 3 weele follave-up.

[ wiil follow-up with K

A o Initials

Asotl [ a -
04/25’115 ""_77u2 fjl} 78;23“/6

As ol —
77 2] TR 699
74715 =77, 2% 73.69%

i
o
'

Asoff

As of:

As of

Asoft

As oft

Previous Updates:

Week 1 - 4/25/15

JA0650
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K Of - Action Plan update
April 25, 2013
Prepared by Charles Washington — TSG Supervisor

FO ]
Todzy K 8588 and { met and reviewed his 4 call monitors that [ conducted with him. pa
kiz QA scores based on his peer group average but he still has some areas for improvement, His
seores were 72.30, 83,30, 81.40, and 75,80 for an average of 78.25%.

[weould like to see him build a better rapport by using the sub’s name throughout the call. When he
steps away from s desk he needs to use hold, as opposed 1o mute. Also when he uses hold he
needs to ask for holdingfandtthank upon return. ion A

Interms of technical, he was sound. He used TSGNews when he was unsure of a procedure and if
he couldn’t find it in a timely manner he spoke to a lead. I have advised Ki 1o use [T for
Modem for all QUL/QOV troubleshooting to improve upon his efficiency. 1 look forward tode-3

working with KHR next week and measuring his improvement.

K Initials

Asof L ar
04/25/15 == 2l 7825 (L(”Q

As ol

Asoft

Asoff

As oft

Ag oft

As of;

Previous Updates:

N/A

|

E
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fason Quarles — Action Plan Update
51815 i
Prepared by I":}C:; Supervisor Charles Washington

b

On May 18, 2013, TSG Supervisor Charles Washington met with b to review the one

weele period from May 11% - May 13% for his overall job \ncuwiedvefknw.fledL_e check sdores. Dhuring

this period Kimsss four call monitors were completed. g received the following scores on the calls
completed by me: 80.00 on the 1%, 83.50 on the 2™, 81.00 on the 3™, and 82.00 on the 4% K
expected performance with an average of 81,63 for the week, (Jeriche Average: 73.7)

Tools Required: Bl
ITT Modem - Did not Pass
Ping -~ Pass

DA - Pass

Modem Pol} - Pass

On the 1% call K did g good job of building a solid report with the customer. He was abie to roulii-
tasle well while siill engaging with the customer, He used the sub’s name multiple times throughow
the call. 1advised K that he should be offering self-help options as well to try and prevent a
poasible repert. He could have advised sub of the Optimum Support App and mentioned the alternate
ways to contact us.

Tools Reguirad:
TRID - Pasga

AST - Pass

Ping — Pass
Moden Poll - Pags

On the 27 call sub advised he was unable to leave & volcemail greeting, Ko correctly identified the
fix using logical woubleshooting steps. He bounced the modem and had sub make muIUpIe atternpts to
agsure him that the voicemall greeting was working now. There was one point in the call where the
sub asked KR “what should I press now” and K#i overlocked that statement. T would like to see
Rimeg be attention throughout the whole call even if he is focused on the fix,

Tools Required:
TSGENews — Pass

On the 3% call sub wanied to know if she would be able to call Spain, Kissgcorrectly locked up the
international rates and advised sub it was 2 cents/minwie to landlines. This was a short call but Ki#g
did have the opportunity to advise sub how she was able 1o check her minutes/usage on the
Optimun.net websiie and he didnt do so. FCR is a critical stat and for him fo improve his FCR, he
must always give self-help options.

~Tools Required:
AST - Pass
IDA - Pass

- JA0652
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Today Kismm and [ met and reviewed his 4 call monitors that 1 conducted with hirn,  K§ passed
his QA scores based on his pser group average but he suill has some areas for improvement. His
seores were 72.30, 83.30, §1.40, and 75.80 for an average of 78.25%.

FINE n %
I'would tike to ses him build a better rapport by using the sub’s name throughout the call, When he
steps away fTom his desk he needs to use holfl, 4% opposed fo mute. Also when he useFROM he
needs to dsk for holding and thank upon refurn,

aprocedure and iF
#® to use ITT for

In terms of technical, he was sound. He used TSGNews when he was unsure of
ke gouldn®t find it in a timely manner he spoke to a lead. I have advised

Modem for all COL/OV troubleshooting 1o improve upon his efficiency, I look forward to

worlking with KE88§ next week and measuring his improvement.

L 4%

'
1

JA0653 |
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On the 4" call sub calied in to complain that she is getting spoof calls. K/g&eg did not give any
smpathy slatement for ber trouble — 1 advised him he must give empathy and assurence of help on sach
call. Kimg did correctly troubleshoot by offering the sub a new number or having her block her own
number in AST. K{ti#verified CPNI and enabled the call block feature, K did advize of
alternate contact methods to reach us. Again in this call Ky did not advise the sub of the
Optimum.net website to manage her calls on her own. This is KM bicpest pain point and I would
like to see him work on this ares. '

R il
&&{M'NW

e il 3 good job of identifying the issue and working quickly to get to the resolution.

J ey has besn using the sub’s name more ofien I the call as opposed to say “there.” T would like to
see I improve his First Call Resoluiion by offering the sub self-help options when appropriate
such as the Optinum Support App, the Optimum.net website and Channel 500,

There was only 1 call where KHB58 could have used ITT for Modem and he didn’t use it. T would like
to see KORPRy use this tool on every applicable contact,

g receivad an B0% on his May knowledge check.

1 advised K4 we will be meeting again on 3/23/15.

QoS

4’?;535 o | 272 | 7825%

2,:‘;15 | >77.2% | 78.69%

;}flj’f | 2772% | 30.50%

5?;3?{:5 STT% | BLEM | o gy cﬂ %\ -
Month End >80%
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his QA scores based on his peer group average but he still has some areas for improverdent® i
scores were 72,00, 76,30, 83,75, and 82.50 for an average of 78.59%.

Kason continues to say “there” and “here” many times throughout the call. T have reiterated to him
1o tryr and regigedihat with the sub’s name to help build 2 rappert. B

Betrozleshooting was sound, but he failed to nse ITT for Modem, K888 needs to use IT7
fmr Modem oneach OOLAOVY related call, This is very important not only in troubleshooting butin
kesping in compliance with his tools. B ;

B did working knowladge of his {ools, was able to multitask, and documented his Remedy
tickst durinyg the call.

B

g'%-‘m% |

Week 1~ 4/25/15
Today § and I raet and reviewed hig 4 call monitors that T conducied with him. T passed

his QA scgesbased on his peer proup average bul he still has some areas for improvement. Fisgs"¥%
scores were 72.30, 83.30, 81,40, and 75.80 for an aversge of 78.25%

[would like to see him build a betrer rapport by using the sub’s name throughgut’dhe call. When he
steps away from his desk he neads to vse hold, as opposed to mute, Also when be uses hold he
neads 1o ask for bolding and thank upon veturn,

I terins of wechidcal, e was sound, He used TSGNewa whan he wag unsure of a procedure sud i
he couldnt find it in o timely manner he spoke to a lead. ! have advised KESB to use [TT for
Modem for all QOL/QV woubleshooting to improve upon bis sfficiency. 1 look forward to
working with K488 next week and measuring his improvement, i

t

JA0656
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-~ Attion Plan update

May 11, 2013
Prepared by Charles Washington — TSG Supervisor

Today Kessme and | et and reviewed his 4 call monitors that | conducted with him. Kil@gpassed
his QA scores based on his peer group average. His scores were 71.00, 83.23, 86.00, and 81.75 for
an average of 80.50%. Fw B e

4 showed improvemant in hiz calls, He still calls “there” and “here” many times during the
call but he uses the sub’s name a number of times in the call, [ have advised him to continue to do
50 because it will help build a rapport and wiil hetp his Vo( scores. Eui®

nilized EDB and TSG News for help before he got up and spoke to a Lead. He was able to

nmlﬁ task during the call I reminded Kémg to always give selihelp tips to educate sab and

prevent & possible repeat call. :
wod

[ ey, Tailed his May KC today scoring 80%. [ reviewed the incorrect angwers with I

explained to him how to find the answer to eaﬂ:h

T will follow-up with on 3/18/15 for our 4th week follow-up.

7 EC Initials

wret

Asof L . .
77.2%| 78.25%
e e Kl

AsOF | e ;g
sns  277.2%0|78.69%

Siovs BT 3050 285.0%] 80% | (LY

As ol

Asof

Asof

As oft

Previous Updates:

Week 2 — 4/25/15
Today kemmmyand [ met and reviewed his 4 call monitors that | conducted with him. Ky passed
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Exhibit A10
GC-38
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Statement of Coneern:

Availabifity -

L 3715/ L4 we discussed the need for improvement in job knowlzdge. which is extremely impoviant 1o
the customer, the operation of the depurtment, and the Company.

(ualivg -
Novembor 2013 - M
Pefruary 2024 -

s hnve not identdr
aid e G

-:1’;(.ITV“'>1 []L ATORN W

Sinee then, wo

missed this gool in April 2013
N spvissed this poal in frdy 2013
Sailed his Agsessment
SJaifed hiy Re-Assessment

d sulficis ot
VO R
oW b AN ‘t‘*l'l !'H.’ “:'IJ'JI‘LL’ fy !111"11\ i

“lmrmm;w-m i thess arens, Therelone, this Action

whiat viou shouid expoct i the mhl red performoancs objectives o pot met

Tou will be given up o M) days 0 mprose vour performancs nthese areas o ihe expeoed fovels

mtlinad l_u_‘?rm )

P b

wiing e standards of your position, With your input this pla sl
Dt desited perforuneg level and

{ ssary Dnprovenenl o} J mim Mpje Hesw i ‘
i
] ' ' - . v .
! Creroll TechnicaliProduct ok Weekly meenngs io be held with vour Superisor o review gse ol
! Enowledee Cdeparmment wols, systems and dainbuges, Your Supervisor will
f . monitor vou Jimes weelly o assess your understanding. :
! i i
| Fexecution and communtcation of overadl lechnical and producy g
! P knowledue,
P Qualiry i ;
D Weekly meetings to be held with vour Supervisor (o review quality {
j‘r endl guidelines and to review/corch back monitored calis, {
DA vailability |
Waekly meetings 1o be held with your Supervisor to review daily |
i Uadherence to schedule.
Supervisory Assistance:
During this period,
& [will meet with you on o weekly basts o assist vou with the Action Plan outtined abave,
o 1 also will make myself avaiiuble 1o discuss any other ratsers that might arise in the pormal course of
business.
L
JA0659
. — - . .
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AR SV

This Plan is destgned o help improve your performance (o the shove stated areas within the next 30 days, 1f
any of the above stuations occur within this time period, if you are wnable 10 inprove and sust
improvement in the designated areas or if vou cngage in any ronduct thal violate SHKETR bk
Vilues/policies, (during this period and thercaficor), you will be subject to further eorrective acdon up 0 and
includiog termination of your employment.

Arknpwledgement:

Phave read, discussed and undersiand the contents of the Acton Plan. 1 understand tha any further
cecurrences of the above-referonced perflommance issues, any [eilures o improve in the designated areas, to
sugtaln improved performance, or w comply with the Compuny’'s Vatues und policies may lead w0 lurthey
corrective gerion, up o and including sepacaoon of my employment. My follow up mecting i seheduled

3204,

o e
Date: ol L

Ermploves s Slgnagie:
(/" 4

Supervison

Dt BRI RN

k1
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P R S P —

Avoitability

Az ol o o "y
2079 | 0.6 ol DML
| e \‘
| As of; m ;
- 297% ; 3 ?
e nf L : :

Asof i, ; : i

5 : |

L Asof a0 i |
! 2T | | i
| : T ;

T g
b Nionth End | 1
p ot l G T l ; ;

%«“ . bo
Jsl Arniia L Zumims

: Jarmas P Star

Jarnes P Starr

cal

plated & side by sids today with miRERg
ohservalions and reviswed them with m

:

is betwesn 4:30-5:30. | made ths followin

Tools:

Provigioning - M put the new mag address directly into seer, when dart updatad the mac addrass
was overwritien, | had o show ME how i find the mag address again 50 he did not have tg ask the
customer again. ¥ pich

IBA ~ The custosmr adviged M§ that he had guesticns about bifling. M did not open IBA untll the |
customer asiked when he would be de-authorized. | advised MR that for batier call flow 1BA should be |
opered as soon as the customer indicates they have a billing issus, Also | needed 1o show where
the de-auihorized date was in IBA.

Quaiity:

Silences - MUGEER did a good job filling silences but sometimes silences were fillad by just repeating what
he was duing. | discussed this with him and asked him what he could use instead tc fill sitencas. M g

JAO661
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- Action Flan Update

Prepared by TSG Superviser James Starr

On 3/15/14 o side by side was completed with &
were discussed including quality and tool usage,

{Connex coaching notes below), Severa] ereas

On Mach 20, 2014 TS0 Supervisor James Starr met with ViSRS toy review the one week
pvrlucl from Mureh 137 - Mareh 20" for bis ool usnge, D()SI“) scores, and availability complinne,

: hadl four moaiors completed during this period, one required monthiy monitor, and three
momloﬁ for this At mn Plan, He ngr'd a0 §2 on the moathly monitor, 78 on the 17 action plan
monitar, §2 on the 7, and 82 on his 3% action pian monitr which met expected pertormance with an

average of 31,

kil

Onthe T T

13

call we discussed fifling silences with pertinent information to the call, and summarizing
call to educate the castomer on the issue 1o prevent a call back, Onthe 2 el we discussed Lhe
process for providing the customer with o manaeged coptzr T reminded & thal cusinmmers m
Brooklyn ure eligible fora froe mstadl Onotbe 37 call we discussed being rrwpeuml of the customers
and usking probing guestions carly in the call 1o come o a resolution. On the 40 call we distussed
handling customer compluints and ravicwing whul ophions arg availoble 12 the customer o Reep the

call a8 o stny wheee vou are call,

= il

e hay done o dropdiohfe i dvailable

e tirnes ond wocurrentdy exeeeding departmental goad.

dewmd cuiront vy ruting of 99A9T with M
AsE custamars ul his achodul

has worked hard 1o improve bui we discussed there stll needs w Be u sirong focus oo Quality
sied customer experienes, We will he meening aguin on 3727714,

(oSO ey
o , Bty
o : F | . -+ WF'-“’
ASOR gty 181 3D 34s
i =‘ v i LA
Al ot e e ] » E ? M
- i Pt i
As of: ' ':;;30‘3’6 |
Aok gy |
Menth End | o), T | bt
hats, S |
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tadviged probing questions, | advised M that probing guestions would be good to il stences and
also veme to a concluien on the overall issue. | as weil advised that silences can be filed with customer
sducation, | provided him the an exampie friom his round 2 gosd score of 22, the customer had a
managed router. | advised M that in that case for example he could have educated the cusiomar on
ihe features of the routar. M
pertenant (¢ 1ha oail,

often gaid "Moo when the customer may have mis hard him, for examols
M ?Sk’*d the customer for the CMAC, ths customer asked "EMACTY and M raplied Mo,
CMACT. asked M whiat ha could use besides "No*, ME advised ha could have said "Actusily
wiat | am fcmk:ng for iz the OMAC®, | advised M that would he an effective way [0 say the sams
| thing withoot sounding negative, advised he will logk 1 implemeant this gaing farward.
!
E Gauging the Customers Understanding - | revigwad with G488 that on the 3rd call | listznad to the
clstomer advised he did not know moch abouwt computers. 1 observed that v orovided the customa
with many direct troublssiooling stens, such as “click my pictures” without advising the cusiomaer whars
thiz was, This caused tha customer to becoma confusad a5 10 what he was supposad 1o be fooking fo.
advized that he neads to guage the customers |H\,l|nﬂ and understancing, | advised M
(if the customer saems ke they have a good grasp of troubleshooting it may be ok to give direct steps.
Lotherwise if the customar seems unsurs he should look 10 provide detailed steps, As wel, on Call 2 the
PousiomEr said he wasg going through some rough dmss. b staisd 10 the cusiomer " apolegize f
Lany incanvience” | askag M what sige couid have statad that may havs conveysd mors empathy 1o
the customer, | weas unsurs of wiial be oould say. | advised M | that he czn uss empatny i
| buildd & reppai with the customer such as " am 50 ar tl“&t bt twilt do sveryihing §can o answar
1‘ ali your cuestions and walk you through your Silling® B Ble mors
permpahty to cutld a rapport with custiomers.
1
i
i

"MNa" - | ghersarved that M

cdhvigad b will iy 10 incom

Aelive Lisigning - 1 ohserved that on cal 3 the cusiomer was looking for tow (0 gat hilg picturss out ol
' webmall and saved on his computer, the custemer advised he did not know whaera the Tles wers
fgoing. Mg rigd] 10 stream Gut the customsrs comptuar Kepl failing to Josd tha file, M ‘
'\fm k the zustomer through but was showing the customasr E“u',‘rw t‘n a?;i;:a,ch aiilaiog na\.f»-' &

tmw U' cmwnimd the uiL ol c>f lv{:brn:u! { "ldalh.nzei 1\/ :

was far more upoeat with his ons al e nas bean on racant aalis. B resnpondad (o
cusiomer pleasaniries such as "how are you dolng?" whers in the past he wouldd just go info the issue. |
advized M that | did see an improverment in this ares, and he is utilizing & more friendly, upbsat and
confident approach to the customers inguiry,

was very recaptive to alt the feadback and gid not have any questons, raminded him our next
megting is 3/20.

dvizad that ke undersiced and will ook 1o {ill silencas with Information

[

f
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g Fa
I discussed with MBS that he will need o focus on the provided feadback as it has been observed,
muiliple times since the start of this action plan. We will be meeting again on 4/3/14,
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Mg - Action Plan Updae
3/27:14 firic™
Prepared by TSG Supervisor James Starr

On March 27, 20014 TSG Supervisor Jarnes Starr mei with M 3 Vi o reviesy Lhe one week
period from March 217 — March 27% for his 100l usage, QoSD scores, and availability compliance,

O S hudd fonr monitors complated during this period. one required monthly monitor, and three
monitors for this Action Plan, He scored o 78 on the menihly monitor, 87,25 on the 17 action plan
moniion. 79 on the 2% and 78 on his 3" action plan monitor wiich met expected performance with an
avarage of 80 for the weel. MBS (s corrontly el an 80 average overall since the st of this action
Pl“:i]‘.‘.

Ca the P call we discussad proper usage of the TSG UL to diagnose issues, TSG UT was ot
documented and disd show issues over the poriod the custamer stared ihey were having issues, |
reviewad with & which calls i’t‘;‘ juire TSG UL, and redlerated the importance of utilizing this (ool
o ensure proper resolution, As well, fadvised M thal this would fall under active listening which
W e fh“\_Ll‘nLd previousty, The cusiomer in Lhis case wdvised they wore recently haviag touble
with their connection,

.._,.-m‘v‘i’
thut he did an excellent job building o apport with the cosomen he
PTIGT i
that

- 1,

Ciethe 2 call, Padvised MR
nsed ,,lﬂji positive s RIS & el pl arse hc: Cuslpwer for her ;Hwh i reso i‘ ing t1 o i‘iﬂu
calll T} e LSS T

;.1572-1'1,‘;211_\,* pvised (hat g E\ i 11'1 cinn wis nec sJuE E ub did net give any reeson why. remindsd
Bt we hove spoben about this Defors and in some cases 8 has coused confusion [or customers
as o what 18 eoing on with their bssue,

On the 3% calt we diseussed proper usaze of hald lime as there were very long silenzes on ihis cull,
well, we discussed ensuring thar the customers inguire was addressed, The nomber the customer
reguested 12 nol docnmeniad, as well, the customer af the end of the call stuted they waunted o keep ihe
number working or oo, VIGEEE corecd 10 this statement bur the number had heen disconnueged
saveral days before the calll Tdis s weith MRS that even thoush he cannot talk abou the other
ACCONTES SRTUS a5 he was not talking to the account holder, he seta [alse expeciation by agreeing and

not appearing to check on the numbers staius.

On the 4™ call we discussed that M troubleshooting steps were not clearly defined, The
cugtomer was very confused op what would nead (0 be done 10 resolve the issue. [ reviewed with
VB (hat explaining what a wireline is, and why he needed the customer to bypass may have
cleared up some of the customers confusion, As well Cti§Bmer was not sure what 2 modem was. more
clarification on whar the customer should be looking B3t may have helped. 1 reviewed with MR that
this is something that we have discussed previously.

Reviewsd recent lead side by side with MRS, | discussed with him that the same observations that |
had made and reviewed with him during my side by side where observed. This inciuded filling
silences, active listening and being rmore descriptive with his woubleshooting steps.

Reviewed current avaitabty rating of 99.37% with M SR, be hus done a great job heing available (o
assist customers at his scheduled times and is currently excesding departmental goal.

JAO665
00104730



Case 2:15-c\:-83654NR8E ARGcuDmUrb2n08/10/26G16d 17914715 PRggéZAR28fcai@5h8 PagelD #:

(ki

1680

A% ot
M4

RIRYINE:

. |

3 ! B i

' i i !

! [ i o

i i @ﬂﬁi & .%
i ‘

!
!
;
i} Asof
I
[

As of:
475014

|

|

[ e, |
1

!

L
|
1
5 Month End
;

o EE T
m b "4

Aveilahifin

g
!
|
;

or | * Bmploes
L CIadtied

sl ek

An ol

=K
| i, !
3204 D 0T [aiad ] a
i : | o
Asob ;
312714 EDTREL |
I

33114

]

{

i Ag of
-

i A of

I RIRT

dMonth Lnd

g

@Jw:.a‘:r“%

JAO666

RO 0433



Case 2:15-c\:83654NR8E ARGcuDmUrG2n06/10/26G16d 17914715 PRggéZ24fciE@b8 PagelD #:
1681

— Action Plan Update

43/ 14
Frepured by TSG Supervizor Jumes Starr

On April 3, 2014, THG Supervi isor James Starr met with M 1o teview the one week
perind from March 27% - Aprij 3° Ffor his tool usage, QoSD scores, and availability compliancs.

bhud three moniiors anp!n ted during this period. Fle scored a 78 on the ¥ acrion plan

3" action plan monitor which met expected performance with an
15 currenily atan U averaze overall since the star of thiy action

I g

moniior. TRan the 2™ and 83 oq his 3
averame of S0 for the weel, M

plan.

On the 1Y call | discussed with MjESE8 the need to confirm resolation on the call o prevent the
customer from having 10 call back. As well, T discussed with &  uiilizing the nceount informalion
for questions that cun be answered without having to ask the customer. ¥ reviswed with M i
on the call the customer advised they were at home, he djgmol have the cusromer go to the
Oplimurn.nel $ite W chaage the womp password but did advise of the 6 bour time Hmii. T advised
' § ihut this may generam » call back if the custorer has issues later on, As well, Mz
the customer if 'm‘ cable box was i 54 or g Sumsune, The customer bad | box which @5 Listed w8 an
S Tadvised § & thut e can check Bis tools 10 try and find information withoot having (o ask the
CUELGITIET,

thut he was poiling the wrong modem, as well, needs o focus

oohave discossed this soveral tmes. The cusromear meniionad o few dayes

that the ton « 1 Tand the tel iz aas anlid, This was not sddvas: FEie cusIomes
a5 ofiline, Aswell, TSEUT indicated thal the modem wis nnimr* AT

. sl
O the 2% o disousdes

an his active Hstenin

KRt -"'Fi\ b kl lﬂl. ﬂ‘l‘ll‘ 1] Wl (
wig selup for NBS/INDT, In this case dial tone may have been vestored temporaliny and o wiveline ¢
be selup.

O the 3 call Tadvised MgRE thu he did o pood job handling the customers concern und did what he
could o prevent o repent cndl. | advised W i that Lo exceed the call he can try o buld a rapport
with the cusitommer through small tallk while resolving the issue, as well a5 providing cusicmer

sdducation on what sn 12 ailows them @ de,

——

BYRHE - <cocded goal for avaitability al the end of March with THL05%, 1 reminded Mk that we
are now in the 4" week of this action plan and there are still some concerns over active listening, 1
udviged MR (hat i1 s crinend that he focuses on [hxs*’f}.ﬁrm for improvement. We will have our nexl
meeting on </ 10714

JA0667
ROGI04a32
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MgEg Ve - Action Plan Update TN
4710714 AN
Prepared by TSG Supervisor James Stars .

Om Apirdl 10, 2004, TG “:upuvmu James Starr mat with M : (o review the one week
pu'md from April 3™ - April 10" for his ool usnge, QohD scores. and availability u)mplmnw

BERA had thise mon‘[m 5 completed dmw this period, He scored an 83 on the 1% action plan

IO RELET, hf" on the 2™, and 82 on his 3 action plan monitor which met expected performance with an
averags of 83 for the week. M his now completed the acton plan with an overall averags of an

%;3,{_7,,1::. over the past four Wc.t‘k.‘i W% us well hus met expeciaginng for his availability as of 37351,

On the 17 call § advised M that he did a good job mecting the tone andd had good interaction W"fh
the customer (hroughout the call, M B foliowed proper troubleshoonng steps which resulted m
T/C belng setup. The call was contrelled and silences were filled with generic information. athm.d
M that aziu’u cant be filled with educational information. ov information pertinent to the
CUstomers issues 1 enhance the customer experience,

2T et muua\wnbr interaction but inlerachon with the
d that l]]mf-‘ were ‘?mw silences the 1&’&:%;:1} the flow of the call.
W }1:' r‘rzi: i ' with o ini‘ommﬁon HERTY

O the 2™ call Tadvized M that he
customer wag minimal. T advised M
Az wall Tadvised M that stating to the customer”
what that meons covsed confugion, 1reminded &
it he pesds mobe clear aboot the informuation ke ¢ Gob TSI, £ !w_ i lm:a ke ‘E il

that he wied jargon. such as move tansfer which can also couse coatusion,

On the 3% call Tudvised Il
sense of urgency in guiting the customers issue resolved. Treviewed with M
stlences w0 the point the customer stated “hello™ 10 cheak i e was 56l there [ advised M|
snbance the costomer experence siicnce can be used (0 provide sducaiion or ather periinenr
wfoimnion regarding the issue. 5

§ that he met expeetations o inseractions, bul, could show o higher
that there were ong
hat

Dverafl M
plag. |reminded
my concerns regurding his active wm'w and df fining tron 1bimr\u(m g, hmh L)l these were rn.pml”
discussions over the course of rhm Lction pltm 1 (Id\’l‘ut L,I M

JAO669

RO01 0434
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Thatie: 1019/14
Tao:
From: Michael Migro

He: Action Plan - Performance & Attendance

Btatement of Congern;

On 9/10/14 we discussed the nesd for improvement in job knowledee and atiendasce, which are
extremely imporiant to the customer, the operation of the department, and the Company.

Performancelfoh Knowledee

Janwary 2014 - J§
August 2014 «
Oetober 2014 -,

 Jadted his Knowledge Check, scored 80%
Jailed Kis Knowledge Check, scored 80%
p failed his Knowledge Check, scored 50%

Atfendanoe

217114 - 30 minutes late from luneh
DJ21114 « 28 minutes lote from lunch
9/24/14 - 8 minutes late from luneh

Total # of cccurrences: 3

Total # of minutes nsed: 64 ve. w

o

Since then, we have not identified sufficient improvement in these areas. Therefore, this Action Pian has
been prepared to assist you in meeling the standards of your position. With vour input, this plan will
address the areas where we expect your performance to Improve; the desired performance level; and
whal you should expect if the desired performance objectives are not met.

You will be given up to 3 days to improve your performance in these arsas to the expecied levels
outlined below.

______ Aren of Necessary Improvement _Performance Objective/How to Correct
Overall TechnicallProduct Job Weekly meetings 10 be held with your Supervisor to review use of
Krowledge departinent tools, systems and databases. Your Sopervisor will

monitor you 3 tmes weekly to assess vour understanding,
execution and communication of overall technical and product
knowledge.

Weeldy side by side sessions with your Supervisor {0 assess your

1
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i el
review of Field Lc:mma snd TSG Optlmum ‘Communicalion
documents,

Return from 30 minuie lunch on Ume, SupervigiitBy ;
Director/RTA daily to ensure you are adharing to yc:rur agsigned ]
schedule.

} Altendarice
i

Supervisory Assistance:

During this period,
¢ Twill meet with you om a weekly basis 1o assist vou with the Action Plan outlined above.
s 1also will make myself availeble to discuss any other matters that might arise in the normal course of
business,

This Plan is designed to help improve your performance in the sbove stated areas within the next 30 days. If
any of the above simations occur within this tme period, if you are unable to improve and susiain
impmvmm:nt in the designated areas or if you engage in any conduct that violatesgthe ¥ompany’s

Values/policies, (during this period and thereafter), you will be subject to further corrective Buticfup to and
including termination of your employment. By |

i

Ackaowledgement:

[ have rsad, discussed and understand the contenls of the Acton Plan. 1 understand that any further
occurrences of the above-referenced performance issues, miy {ailures to improve in the designated areas, to
sustain improved performance, or o comply with the Company’s Values and policies may lzad to further
carrective action, up to and including separation of my employment. My follow up meeting is scheduled
10/26/14.

. ‘ Date: A’/’ /;DW; /j f7/ r
Supgrvisor /;}V %4{ ,/ /@ '
Date; / 4 [},/,// §7/

Employee’s Signature:;

|
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Tor :7
E

From! Michael Nigro/Anita Zummo

Date: 4/13/15

Re: Final Writter Warning

Statement of concern: As discussed, you arg being given a Final Written Warping for failing to follow our CPNI
process on 4/2/15 when speaking to customer Redacle gecount#  Redacted You failed to verify the
customer’s information, failed to confirm CPNT and gave out information regarding Optimum Voice phone numbers on
the account and the timeframes in which they were active. 'This warning is intended to address this concern and what
vou should expect if this does not Improve.

Background: Action Plan - 16/21/14 - Performance, Knowledge Check Failures & Attendance
Previous communications with the emplayee about this ssuer

¢ CBT in Agility covering revised CPNI process completed on 12/31/14, The CENI security procedare I in
place to progecy the customer ond fhwe privacy and integrily of their Cablevision aveoant and services.

For each appropriate cortact access available reference material, the CPNI Security Matrix and Steps, through the KDB
ot T8G News to conflem the correct CPNI process to follow. 1t iz expected that you conduct yourself in accordance with
vur company valtes,

As outlined in the Fmployee Handbook on page 38 Cablevision encontages all employees to practice good telephone
manners. This ineludes anywering ringing telephones, speaking courteously and irying your best to assist the internal or <
extornal ealler with his or her nreeds. Ag a TSG Customer Service Representative you have an obligation to deliveran
unparalleled service experience on every contact. The manner in which you handled this call severely hampered that |

Next stepy:

If you are unable to improve and sustain improvement in the designated areas, or you engage in any conduet that
violates the company’s policies during this period and thereatter, you will be sulject to further corrective sction up to

aud including termination of your employment,

Employee Comments:

‘ﬁikﬁ& ey
Date

Employee Name

f;.ﬁy?ﬁgjzfég%?ﬂmﬁw P
5.‘// ALY

i ]

ce¢: Personnal File/Human Resources ;
i

|

AR 0592
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From: Gilbert Viega
To: Francesca Prochazka
Sent: 512472015 8:32:20 AM

Subject: Fw: Met with Dorothea.

Forgeot te CC you.

From: Gilbert Vega

Santt Thursday, May 21, 2015 8:31:292 AN
To: Yvette Fanne

Cc: John Twecl; Milton Lopera

Subdect: Fw: Met with Dorothea.

F¥I...

Sent: Thursday, May 21, 2015 2:01:17 AM

PTor Gilbert Vega
Bubkject: Met with Dorothea.

Hi Gil,

I met with Dorethas tonilght.

noerothea menticned teo me that she is thinking abour writing a follow up lettsr Lo Mr Dolan
ghout certain issussz That she speke about with Yvstte Panno and some issuss she forgel in her
labtgr. She 9id net go inteo detail.

She stated thait she will most likely send it vo Yvette and CC Mr DBolan.

She let me kpow Shat she had a wvery good conversation with Yvette but did not revesl much elss
evespt that she told Yvettes that ghe felt psyoholegically tsrrorizsd,

She alzo mentionad that she complaingd Lo her about gathing & flings of & wing whils working
during a PFV event,

~Val, o ‘
- ol (O
.o {t"{"ﬁ* Received a2 Rejected.
Case No.;
Cage Mame..ool, 02

Ne. Pgs. ..,_7/.:,....[:}&1 (1

JAOG75
RONNOART S
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From: Yveite Panng
To:
Sant:
Subject:

5/15/2015 7:16:50 AM

Thanks let's alse discusa Dorothea.

el

Sent from my Verizeon Wireless 4G LT

From:
Date:
Tor Ywvaltte
Subject: Re:

—ew Original message -
John Tuccl <JTUCCIGcabhlevision,
GL/A1S/2005 634 R (GMI-05:00)
Papne <YPANNOEcabhlsvisicon
Aotion Reguested: THR Jo

will smend az seon as §oget din,

I

Panno

1y, May
Prochs

s lon

Yvette

205 Gidn
Jabin Tug

quested: TAER Jo

Bl

RE: Action Reguested: T

1691

John Tucch, Francesca Frocharka

SR Johnny Wilkaims: Substandard Performance/Ri

shzrtphone

SO

Francescn Prochazhs <PROCEARKATGcablevision. coms»
substandard Peyfopmances/RY

COmE,
hhiny Williams:s

Herrormanos /1l

ey Willdsms

Can vou please ssnd me this CPFHI pollioy?

Thanks,
Twetins

i

; ,(/ / -

- H =y i

Exl: W 7 Recelved —Rejoctod wmw. E

Case Mo —

Casg w0 LS /Jwr'-'” - o ?

A 7 — - :

Me. Pge, L ‘}’{;;%‘? Hap.ff; Eome |

!

Redacted

i

|

!

i

3;

e 1 e s e i

JAOG77
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From; Miton Lopera 1693

To: C'Vonmne 8mith; Gina Spauding; Githert Vega
CC Jehn Tucai, Francesca Prochazka

Sent: 5M2/2015 10:52:34 AM

Subject: Fwd: Overtime for Mayweather 5-2-15

Gina/Gil ~ Please read DP'=2 emall to C'Vonne.....wers you aware of the issues that she raises
regarding the "last svent"?

C'Vonne how did you respond to her?
Sent from my iFad
Bagin forwarded message:

From: Yvette Pannoe <YPANNQEgsbhlevision.comcmailto:YPANNCHcablevision. coms»>»

Date: May 11, 2015 at 5H:113:15 BM ELY

To: Milton Lopera <MLOPERABcableviszion.com<mailto!MLOPERAGcablevision.com»r, John Tucai
<JTUCCICeshlevision. commmailto: JTUCCIGcaklevision, coms>

Subiect: EW: Overtime for Mayweather b-2-15

Tyl

From: Dorothea Perry

Sent: Monday, April 27, 2015 1Z:52 AM

To: C'Vonne Smith

Co: Valmiki Mohip

Subjsct: Re: Overtime for Mayweather 5-2-158

I understand foed will ke provided for the Super fight l(event), which is an event that could
generats 1 billion dellars. Can you please make sure Cablevision orders eneagh Tood so that
managers are pol fogpced to offsr people 2 wing flings. During the last event I was given 2
wing flings and told "te come back later, maybe I could have more". It was insunlting to be
treated like I was impeoverished and begging., It was as 1§ zomsone gave you 2 pobtato chips, or
Fogheould say a chip out of 2 bag" If Cablevision can not afiocrd to feed the staff, they should
not ocifer food at all.

I'ad pather bring my own brown kag than be offsred a wing fling.

From: C'Vomne amith ' ﬁ
Sant: Friday, April 17, 2015 12:34 PM Case Name: o

T
Tor TeG-Jdericho
CUc: Brends Kidd No, PQ%»#DH{WHBF%

Bubject: Overtime for Mayweather B-2-15%

Team, ‘

Anyens sohedyled off Saturday May 2nd that wishes to work a full 18 hrs (or any timefrawme) may
email Central Praffic to add the overtime in BWFM. Thanks all for your help.

Regards,

o

JAOG79
ROO0Z306
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From: Yveile Panno

Ta! John Tuccor, Millon Lopera
Sant: 22015 4:50:13 P
Subject: FWE dust spoke with val., ..
Attachmeants: imaga0Ct.jpa

I3

P

a

T

a
=

=

vI
rom: Francesca rroghazks
ent: Tuesday, May 12, 2015 4:3% B

o YWyette Fanno
ulrject: Just spoke with Val.....

Hi Ywvette,

doss often complain that she is going teo reach out to Mo,

S

Val confirmed that Dorothes did o .
share with val that he should zlways hring issues like this up

with him pegarding Dorothes. He digd shape thet Dorothea
Dolan, =0 he tands nein To take helr

just called Val at home, and spoke

oo sericously. Val stated that he nsver tslle her not to write a letter, but explain that if

be them to him or the T85G Managemsnt tzam,
anothay

e g concarns shs should

that sha “may”

Tolssues Dorothida wag oonoe b showt,

ALY

e has anplaing

T8G Jericho
Jrd Ploor

ARTOU Email:

[Orange grean Oph logs Z0121

.4

Exh, MO
Caag MO~
Gaﬁe Nﬂﬂ‘\@‘“‘"‘

Mo, Pgs -‘7Z_'

JA0BS1
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From: Milton Lopera
To: John Tucei
Sent: 6/8/2015 10:49:36 AM
Subject: RE: Action Requested: Dorothea Perry Taking Points: Confidential

I've gpoken to the lady for about 30 seconds in my caresr here.

From: John Tucel

Sent: Monday, June 08, 2013 10:44 AM

To: Milten Lopera

Subdect: RE: Action Requested: Dorcthea Fenry Talking Points: Confidential

I spoks with Yvetrte and Francesca. Any issuss with me being present? Did you have any dealings
with haer thait you fzel you would nesd to be present{¥Yvette asked me to ask yow)., I can
certainly handle,

From: Milton Leopera

Sent: Monday, June 08, 2015 95:40 AM

Ta: John Tucci

Subject: FW: Acticon Regquested: Dorothea Perry Talking Points: Confidential

Tid you get 2 chance to review abid respoend to this email? Mot surs if you replied directly to
Iy ob not,

From: Ywvette Fanno

Jent: Friday, June 0%, 2015 €:00 M

To: Milton Lopera; John Tucci; Francesca Prochazks

Ced Jeanette Teorres; Rochells Neosl; Monte Jiran (i1

Bubject: Acticon Requested: Dorothsa Parey Tallking Points: Confidentisal

6601VBt - FitjoC180 e

R

Exh. Néﬁt‘é F

Case No: o< G

Cage Name: WYy n -
) oetbileY, Rep ol

Mo, Pgs:

Redacted

JA0682
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From: Samantha Capal
Tao: Framcesca Frochazks
Sent; 51192015 1:13:52 PM
Subject: RE; Survey Results Meetings- attendance
Attachments; image001_jpg

Hello Ms Prochazka, .

After looking through the sign in sheets, 1 do not see her name. I know she works nights and
we did cancel guite a few of them for the llpm time frams. He was only able to complets 1
night focus group.

Thanks,
Sam

Prom: Francesca Prochazka
Sent: Toesday, May 19, 2015H 12:56 PM
To: Samantha Capsl

Subiect:

Survey Besults Meaetings- attendance

Hi Samantha,

When you have & momsnt, can you pleaze confirm fer me if Dorothes Pegpry attended the Survey
Results Mestings that Milten conducted a faw month back?

Thanks

Francesca
Manager,

g0 mpuch,

Frochazka
Humanh Hesources - Confact Center TEG Jdaricho

Cablevisicn Systems Corporation |00 Jeriche Quadrangle| 3rd Floor | Jericho, NY 11753

Phone:

516-803-0899 | celll: 316-033-T755% | Faz: S16-803- QE7C| Bwmall:

prochazkaf@eablevision. comamailtorprochazkalffvaklavision, coms

[Qrange gresn Opt loge 20172)

Ko

Ext (:;f acaived Me}eﬁed.m

e
" /M_Datﬁwep 4’2@5\—"’

JAO684
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SUPREME COURT OF THE STATE OF NEW YORK
NEW YORK COUNTY - - PART 37

DOROTHEA PERRY and ROBERT GROSS, Index No.: 600064/03
Plaintiff(s),
againgt DECISION/ORDER
NEW YORK LAW SCHQOL and

COLLEGIS,INC .,
Defendani(s),

Present: _ HON. MARCY FRIEDMAN
Justice, Supreme Court

in this action, plaintiffs Dorothea Perry (“Perry™) and Robert Grass (“Gross™) sue to
recover damages for alleged unlaw{ul employment termination, alleging that: 1) defendants
Collegis, Inc. (*Collegis”™) and New York Law School (“NYL3")retaliated against them in
violation of Section 8-107(7) of the Administrative Code of the City of New York (“New York
City Human Rights Law” or “HRL™); and 2) defendant NYLS tortiously interfered with the
employment relationship between plaintifts and Collegis. Defendant Collegis brings this pre-
answer motion to dismiss, pursuant to CPLR 3211(a)(7), for failure to state a cause of action.

It is undisputed that plaintiffs were employed by defendant Collegis as technical support
staff at NYLS until their termination in October 2002. The complaint alleges that on June 3,
2002, in the course of backing up a NYLS professor’s computer, plaintiff’ Gross found child
pornography on the computer and reported it to plaintiff Perry. After obscl"\{i.ng the pornography,
Perry then reported it to the executive director of Collegis. The professor was subsequently
arrested on charges related to possession of pornography. The complaint further alleges that
“[clhild pornography in the workplace is forbidden by the Human Rights Law” (Complaint,
483, and that plaintiffs were disciplined and terminated shortly after”they reported finding child

Exh, No: ;@{ #?ax:akvad miRejected

e
Y Wi *&ap.:mw

NO. P LumBame IRNE

JAO686
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pornography on the professor’s computer.

The New York City Human Rights Law prohibits discrimination in the “terms, conditions
or privileges of employment™ based on “the actual or perceived age, race, creed, color, national
origin, gender, disabifity, marital status, sexual orientation or alienage or citizenship status of any
person.” (Admin. Code § 8-107[1][a].) The HRL also provides that “{i}t shall be an unlawful
discriminatory practice for any person engaged in any activity to which this chapter applies to
retaliate or discriminate in any manner against any person because such person has (i) opposed
any practice forbidden under this chapter.” (Admin. Code § 8-107[71.}

“[Tlhe Federal civil rights statute proscribing retaliation (42 USC § 2000¢-3 {a])and
Administrative Code § 8-107 (7) are virtually identical, and we may accordingly look to Federal
cases for a description of the elements of unlawful retaliation. Thus, to establish a priﬁm facie
case of retaliation a complainant must prove (1)participation in protected activity known to the
alleged retaliator, (2) an employment action disadvantaging the person engaged in the protected
activity, and (3) a causal connection between the protected activity and the adverse employment

action.” (Matter of Pace Univ, v NYC Commn on Muman Richts, 200 AD2d 173, 182-183 1

Dept 19941, revd on other grounds 83 NY2d 125 [1995][citations amitted).)’ * ‘[Plrotected

activity’ refers to action taken to protest or oppose statutorily prohibited diserimination.” (Cruz v
Coagh Stores. [nc., 202 F3d 560, 566 2d Cir 20001.) That is, “plaintiff must set forth facts which

would support a finding that he was retaliated against for complaining about a type of

"In general, the standards for recovery in employment discrimination cases brought under the
New York State and New York City Humnan Rights Laws are the same as those cstablished Tor cases
brought pursuant to Title VII of the federal statute. (See Mittl v New York Seate Div. of Humag Rights,
2003 NY LEXIS 1313 [CtApp 20031; Ferrante v American Lung Assn., 90NY2d 62319971, Landwehr

v Grey Adv. Inc.. 211 AD2d 583 [1% Dept 1995); Washipaton v National R.R. Passenger Corp,, 2003 US
Phist LEXIS 9477 [SDNY 2003][retaliation claim].)

2
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discrimination made unlawful by those statutes.” (Silva v Advecacy Cre,, 2003 US App LEXIS
6353 [2d Cir 2003 1. Seg Galdieri-Ambrosini v National Realty & Dev, Corp., 136F3d 276,292

[2d Cir 19981.) However, “if the conduct complained of by the plaintiff had nothing to do with

raed; coter, religion. sex. or national origin, an action cannot be maintained under fitle VII” or

the HRL. (Santucci v Veneman, 2002 (7S Dist LEXIS 19032 at *9 [SDNY 2002} {emphasis in
original}.)

In their complaint, plaintiffs fail to allege discriminatory conduct necessary to support a
claim under the HRL. Plaintiffs’ allegation of “child pornography in the workplace™ does not
allege discrimination made unlawful by the HRL, and therefore is facially insufficient to state a
violation of the HRL..

In opposition to the motion, plaintiffs submit affidavits in which they appear to make the
claim, not pleaded in the complaint or supported by any new facts, that the pornography they
encountered created a hostile work environment, and that they ‘were retaltated against for
complaining about this hostile work environment. On a motion to disiniss, the court may
consider a plaintiff's opposing affidavits to amplify the pleadings. (Rovello v Orofino Realty

L. 40 NY2d 633,635 [1976]; Eastern Consol., Prop., Ing. v Fucas, 285 AD2d 421,422 [1*

Dept 20011.) Here, however, even if all of the allegations of the complaint are deemed true and

are given every favorable inference, plaintiffs’ affidavits are patently insuifictent to support a
catse of action for employment discrimination under the HRL.

To prevail on a claim of a hostile work environment, a plaintiff must show that the
“workplace is permeated with “discriminatory intimidation, ridicule, and insult,’ **F that is
*sufficiently severe or pervasive to alter the conditions of the victim’semployment and create an

abusive working environment’.™ (Harris v Forklift Sys., Inc., 1510US 17,22 [1993])[quoting
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Meritor Sav. Bank v Vinson, 477 US 57, 67 [1986).) “[Wihether an environment is “hostile’ or
‘abusive’ can be determined only by looking at all the circumstances. Thess may include the
frequency of the discriminatory conduct; its severity; whether it is physically threatening or
humiliating, or a mere offensive utterance; and whether it unreasonably interferes with an
employee’s work performance.” (Harris, 510 US at 23)

Cienerally, to be actionable,"[t]he incidents [of harassment] must be repeated and
continuous; isolated acts or occasional episodes will not merit relief.” (Koicher v Rosa and
Sullivan Appliance Ctr., 957 F2d 59, 62 [2d Cir 19921, Only if the alleged conduct is
“extraordinarily severe” will a single incident of harassment create a hostile environment. (See

Clark Countv School Dist. v Breeden, 532 US 268 [2001]; Cruz, 202 Fid at 570; Tomkay

SeilerCorp., 66 F3d 1295,1303 [2d Cir 19953(a single incident of sexual assault can ¢reate a
hostile work environment].)

In this case, plaintiffs fail to allege the elements of a bostile work environment.
Plaintiffs claim that they were exposed on one occasion to pornography which they found while
working on a NYLS professor’s computer. The pomeography was not openly d'isp]'ayed, or
intended for them to see. Rather, it was apparently purposefully hidden in a file within a file on
the professor’s computer. Plaintiffs do not allege that this discovery by itself altered the
conditiong of their employment, or that it constituted sex-based dis;::rimination against them.
Moreover, plaintiffs do not allege that defendants knew about the computer pornography. Thus,
plaintiffs” allegation of a single instance of exposure to the computer-based pornography is

insufficient to state a prima facie claim of hostile work environment.” |

*In view of this finding, the court need not reach the issue of whether the conduct which created
the hostile work environment can be imputed to the employer. (Sg¢Kotcher, 957 F2d at 63.)
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Nor may plaintiffs avotd dismissal of their retaliation claim based on their allegation that
they had a good faith belief that the conduct they protested — child pornography in the workplace
- constituted unlawful discrimination under the HRI.. To make out a claim lor retaliation, a
“plaintiff need not establish that the conduct he opposed was in fact a violation of [the HRL].
However, the plaintiff must demonstrate a ‘good faith, reasonable belief that the underlying
challenged actions of the employer violated the [anti-discrimination] law’.” (Manobaran x

Columbia Univ. Coll. of Physicians and Surceony, 842 F2d 590,593 [2d Cir 19881, See

MceMenemy v City of Rochester, 241 F3d 279 [2d Cir 2001 1;

F59 F3d 759 [2d Cir 19981.)

Here, plaintiffs submit wholly conclusory affidavits asserting their “good faith belief that
the child pormography [ was subjected to at New York Law School ("NYLS™) constituted a
violation of the employment discrimination laws.” (Perry Aff, § 2; Gross AT, § 2.) These

affidavits are insufTicient to support the claim that a “reasonable person™ could have believed that

the single incident at issue violated the HRL. (CL Clark € school Dist,, 532 US at 271.)
Plainti{fs do not allege that they complained that the professor’s conduct violated the Human
Rights Law. Moreover, while plaintiffs allege that they complained to their supervisor, the FBI
and the District Attorney that the professor’s activities were criminal (Complaint, 4% 27, 35), they

do not allege that they {iled a complaint with the New York City Human Rights Commission or

any other body charged with enforcing anti-discrimination laws. (Compare Quinn, 159 F3d at
769.) Plaintiffs also do not claim that defendants should have known about the parnography,
condoned it or did not take prompt remedial action to remove it. In short, plaintiffs do not allege
any of the kinds of acts that would supply an evidentiary basis for their assertion that they

believed they were opposing a discriminatory practice. (See Cruz, 202 I3d at 566.)
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The court recognizes that plaintiffs suffered a considerable loss when they were
terminated from their long-term employment with Collegis. That they were terminated shortly
after they reported finding child pornography, and despite unblemished employment records,
raises a substantial question as to whether defendants were fired for reporting the professor's
allegedly criminal activity. However laudable defendants’ conduct may have been, reporting the

criminal activity at issue is not a protected activity under the HRL. (See Nicastro v Runyon, 60 F

Supp 181, 185 [SDNY 1999][reporting a work rule violation is landable but not protected
activity under Title VIT]; Santueci. 2002 US Dist LEXIS 19032 at *9 - 1] {whistleblowing is not
protected activity under Title VII].) Plaintiffs' remedy, if any, thus does not lie under that statute.
Accordingly, the motion is granted to the extent that it is
ORDERED that the first cause of action is dismissed in its entirety; and it is further
ORDERED that the second cause of action is severed and shall continue,
The parties are directed to appear for a preliminary conference in Part 57 (Room 328, 80
Centre Street) on December 4,2003, at 11:30 am.
This constitutes the decision and erder of the court.
Dated: New York, New Yorl

Octlober 31,2003 M M

MARCY FRIEDDMAN., 1.5.C.
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Exhibit A10
GC-66
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HARERE)

STATE OF NEW YORK
WORKERS COMPENSATION BOARD
PO BON 5203
BENGHAMTON, NY  13802.5205

S, !J Sleahed, ehv. My

{BOLY 8771373

Robert £, Beloten
Chaiy

State of New York - Workiers' Compensation Board

In regard to Dorothen Perry, WCB Case #G030 7290

NOTICE OF DECISION

keep for your 12 cords

At the Workers' Compensation hearing held on 037257207 1 involving the olsim of Dorothea Perry at the Brooklyn
hearing location, Judge Karen Kewarsky made the following decision, findings and directions:

DECISION: ]]\e claimant's avarage weekly wage for the vear worked before this work refated injury or
oecupariong] disenso ig F1A19.03 inclusive of coourrent smploymen, 1 the carmigr/empl ayer wishes to produce o
consultant’s medicel report (IME) in accor rdance with Workers Compengation Law Section 137 end Beard Rule
36652 o the ctiment medical issue(s) of on causal relationship Tor the Teft shoulder ag a scparate site of injury, it
musl be produced before or at the next hearing. 1 such report is not produced, o finding way be made that the
varrier has waived the oppartanity to submit o consiliant's medical report. T find prima facie medical evidence for
the fefl shoulder, 1fmnd concurrent employmeny with the City of New York., Composite aversge weekly woge is
$1,618.0%, TVIE ts due within 45 davs, No further aotion is planned by the Board ot thig thne.

=xby v&‘ﬁmgm{ Recaived

s No.. L

Cane Mams!

Claimant - Derothes Perry Employer . Cablevision

Soctal Security Mo, - Carrier - New Hampshire Insurance Co
WER Case No. - CHI30 728G Carrier 1D Mo, - W15a004

Date of Acowdent - 05/03/2019 Carrier Case No. - 6130400834018

Pistriet Offiee - NYC TDate of Filing of this Decision— 83/30/2011

ATERCTOMN:
Puede [lamar a T ofloma de fa Junia de Corrpensacion Cbress, ep sn arca correspondiente, cuve mumers de telefono aparecs al
prineipte de lo paging y pida informacion scerea de su roclrmac fonfcason.

EC-13 (498) Pape 1ol
MLE COPY
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Copies To
Claimant: Prorothey Perry
Caraer: New Hampshire Bsavence Ca
Employer: Cablevizion
Oiher Charlis Cluims, e
Severance, Burko & Spalter PC
Flease 568 helaw for Reaipients. RSIS, fnc.
Darathes Perry Cablevision Chartls Claims, Ina.
74 Tapscott Street 1118 Stowart Ave PO Pox 1530
Broeklyn, NY 11212 Bethprge, NY 11714 Alpharetla, GA 30023
Heverance, Burko & Spalter PC ESIS, Inc,
Monltague Center Buffalo Workers' Comp Center
189 Mantazue 51, Suite 200 300 Adrborne Parkway, Sta 200
Brooklyn, NY 113704 Buffalo, NY 14225
EC-23 (4/98) OVER
FILE COPY
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LA R AN

STATE OF NEW YORK
WORKEBRS COMPENSATION BOARD
PG BCGX 5205

‘ % BINGHAMTON, NY 139025204
g £ 1) RER1 TR TN .fﬂ'.gﬂi"

Rolert B, Beloten -
Chair (RODY R7T-1373

State of New York - Workers' Compensation Board

In regard to Dorothes Perry, WOB Case #G030 7290

NOTICE OF DECISION
Faage for vour reesreds

Al the Workers' Compengation hearing hald on 04/04/2012 involving the claim of Dorothea Perry at the Brooklyn
hesring Jocation, Judge Hlsine $togel made the follevwring decigion, flindings and directions;

The clsimam has a 15.75% schedule logs of use of the Right Arm. and 8.75% schedole loss of use of the Left Amm,
and 6.25% schedule loss of use of the Lelt Fand, and 0.00% schedule toss of use of the Left 3rd Finger entitling
cloimant to 101,03 weeks of benefits,

THE EMPLOYER OR INSURANCE CARRIER I8 DIRECTED TO PAY AWARD AS FOLLOWS:

for disability aver 3 penad of #erele Type of Tisabibty
weeks from 1e per week the sum of
1008 532000 a15/2017% SE0.00 350,360.00  Permanent Partial Drisabiiizy

TOTAL AWARD I8 56063000, lass payments already made.
Payment at the rate of 3600.00 per week would conbimue for 045 weeks until 4/1 02012,

FEES:
As lien on above award pavable by seporate check by corrier TO CLAIMANT S REFRESENTATIVE
OR ATTORNEY:
Suwm of Ta
£5,000.00 Severance, Burko, Spalter

DECISION:  The parties have stipubsted on the record to these Gndings.

Parties have agread to waive notice of hearing, All findings and swards are pursuont to the stipelated agreenent,
teimburse employer 99,50 for wages paid
no further causslly relaed disabiiity to the neels and back, Mo further sction is plonned by the Board at this time,

Claiment - Derothea Perry Employer - Cablevigion

Socin] Security Ne, - Corier « New Harepshire Insurance Co

WOE Case No, - (330 7290 Carrier ID Wo, o W154009

Drate of Accident - Q3032010 Cuarrier Case Mo, - 6132400854018

Distniat Office . NYC Dme of Filing of this Decision~ 04/0%723012
ATENCION:

Puede amar a la olicing de T Junta de Compensacion Chren, en sit area corespondients, cuye mimers de wlefone aparse sl
prineipao de lo pagine v pida informacion acerca de su reclsacionfeasay.

FAE-23 (4/98) Page 1ol 1
FILE COPY
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Copies To:
Clajmant: Derathen Parry
Carrier: New Hampshive nsurancs Co
Emplayer: Cablevision
Olher: Chartis Claims, Ine.
Reverance, Burke, Spalter
Flease ses below for Recpinnts, ESLS, Inc.
Dorothea Perry Cablevision Chartis Clains, Ing,
74 Tapscott Strect 11T Stewart Ave PO Box 1830
Brooklyn, NY 11212 Bethpage, MY 11714 Alphavetts, GA 30023
Severanze, Burke, Spalter E&ls, Inc.
& Mosane, PC Buffalo Workers' Comp Center
Montague Canter 00 Airbome Parkovay, Ste 20X
189 Montague St Sulte 200 Buffalo, NY 14225
Brooklyn, WY 11201
HC-23 (498) OVER

FILE COPY
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WCB Sase Number {if you knew It):

A,

o

=

1711

Employee Claim C-3
Gtate of Mew York - Workers' Compensation Soard
Fill cut this form to apply for warkers' compensalion bensfils because ¢f a work infury or work-relaled filness. Type or

print neatly, This form may slse be fited out on-line o wuaw web statle nyv s,

YOUR INFORMATION gﬁmp!oyoe)
1. Mame: DOROTHEA PI: RIY " 2, Date of Birth: 1 129 11967

3. Maiing addraes: 74 TAPSCDN'STREET BROOQELYN, MY HEH ‘
TR 3 EYE4CPD BLx 27 T Hla

4. Social Securily Number; 062 - 58 - 7436 & Phone Number (917 ) 328-3442 8. Gandet: [)Male [ Famal

7, Do yeu speak English? % Yes ) No 1f na, what fangtisge do you speak?

. YOUR EMPLOYER(S)

1, Employer when injused; CABLEVISION _ 2, Phong Number; {917 4 328-3412

3. Your wark address; 200 JERICHO QUADRJ\NGLE' Jerithp, NY 11753
Thre s o Evpe] oy TR frof=n

4 Daleyouwere b 1 g3 72008 5 vour supervisor's name;_Chiarles Warishy

& Lis! names/addresses of any other employass) 4t the lime of you [aiiryiliness:
WYC Dept of Infomnation Tech and Telecommunications

7., DId you lose St fom wark 2t the otker smployment(s) 23 a resel of your injuryfliness? T lYes B

YOUR JOB an the dele of the injury or iftness
1. Whet wag yolr Jab il or deseripion? Teshniend Suppurt Rep 2 L

2. What types of setiviles did you narmally parform at work?

Provide ielephone support forqustomers

3. Was your joht? (sheck onel (1 Full Time ] Perd Time [ Seasonal {:] Vohatese (] Qlbor
4, Whal was your gross pay {before taxes) per pay perod? 3948 . . 5. How ofton woso you paidp Bi-weekly (every 2 wpy

§, Oid you receive lodging or tips in addliion 1o your pay? (] Yos tSJ Mo if yes, deserite:

YOUR INJURY OR ILENESS R
1. Dale of Injury.ar dals,of.onget-oFliness: Seew i3 200 2. Tiene of injury: L I:] AM (S] PM

3. Whera dii the infuryfiness happen? (e, 1 Main Strest, Potlersviile, a1 the font docr)
200 JERICHO QUADRANGLE

d. Was Ihils your usual work location? B Yes | Mo i ng, why were you & this localion?

8. What were your doing when you wera infired or Became 7 {e.g., unleading & ek, typing & report}

Waileing over {o 8 techniclan for information

6. Haw did the Injuryfilness hapgan? {e.q., | inpped over a ploe and fell on the faos)
Tripped ang fell

7. Explain fully the niiure of your Injuryliness; list body pars atiacted (e.g., teislnd &R ankda and cut to forehead):
MNeek, Back, Bedh hands, Boll shoulders

TIEWCTRERT CONTIAIATCH BOARD EMMQYS A0 BERNES PIGHE

G20 [3-09) Page dof2 R AT E S T OAT DISEAB AT WAV B slat0. L .-
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JYOUR ypug: PUROTHEA PERRY DATE OF INJURYALLNESS: 543 (2000

at =) 2] [
0, YOUR INJURY OR ILLNESS continued
8. V¥as an object {2.0., forklfl, hammer, scid) Invalved In ko infurviiness? [ JYes (1Mo Wyes, what?
9, Was (ha injury the rasult of the use of operation of a licansed motor vohicle? {1 Yes (%] Mo
tiyes, []yourvehicle [7] employersvehicle [T othervehicle  License plate number (if knownj:
If your vehicle was involvad, give name wad address of your moler vehicle insurance camien
10. Have you given your employer (or supervisor) notice of infuryfifhess?  EvYes [ Mo
f yes, notice was given lo; foaren Terlizg [Torally B2 widling  Date nolice givern: 85_ /7 10
11, Did anyone see your injuty teppen? Yés M Ma [T Unknousy | yes, st rames:
E. RETURN TO WORK
1. Did you slop work because of your injuryfiiness? [ Yas, onwhat dale? foad, No, skip to Section F,
2 Have you relumed towerk? [ Jyes [CINo  Ifyes, anwhatdate? . 2/ ) regulgrauly [ fimited duty
3, If you have retumed o wark, who are you working flor iow? ] Same employer  {] Newemployer {7 Self employed
4. What is your gross pay (balore taxes) per pay perlod? Huovr often arg you petd?
F, MEDICAL TREATMENT FOR THIS INJURY OR ILLNESS
1, What was tha dale of your fust freatmenty 85y 10 [ Nane reczived (skip o question F-5)
2, Ware you freated on site? (] Yes £ No
3, Where did you receive your first off sila medical freatment for your injurviliness? {Jnone recoived ] Emergency Room
Dector's office [ ChinieiHospitaiUrgont Care ] Hospital Stay over 24 hours
Namie and address where you ware first trea::ad :
Dr. 8pite, &1 Willoughby Stecet, Brooklm, NY 1204 Fhone Mumber {718 ) 237-5117
4. Are you stil! belng treatad for s nfuryfiess? B Yes [T Mo
Give tha name and adtress of he docton(s) ireating you for this Injuryiness:
Dir. Spitz, 81 Willoughby Strect, Broukij‘n, MY 11204 Phane Humber (718 42373 ‘?7
5. Do you remember having anolher injury o the same body part or 2 similar itness?  [Yes [} Mo
Ifyes, wars you Ireated by a doctor? B ves [TMo tf yes, provids the names ond addresses of the decter(s) who (reslad
you and GOMPLETE ANG FILE FORM £-2.3 TOGETHER WITH THIS FORM;
Dr. Spilz
Bl Willgushby Stract, Brooklyn, NY [120]
8, Was the provious ifuryiliness work related?  {]'Yes [5G to
If yes, were you working for ihe seme employer that you work forrow?  [“lYes T[] Mo
faim far b he Workers' & than Law. N
L 3&“;;%{% uu‘]g!gggbi Ectan ll;nm;‘;c ngmfnti; é.-gﬂ%r blcl‘i:ci‘ orkars’ Compansatiun Law, My signoture affirms that the ffarstation | am providing Is tun
An? orson wha knuwlmﬂy and with INTENT 10 BEFRAUD prasents, Sawses 1o be prasanied, of plopares With knowledge o el 1hat i
wil gn rasented | aan insurer, of felfgxmr A%infurmatlan gondalnlng any FALSE MATERIAL STATEMENT or canseals any
malorfal facd, 55 IETY GF Af:Rui [ s,a‘gluci subsiantiel FINES AND INPRISOMMENT.
Employes’s Sipnature!,

On Gehail of Empltyes! ! tNama: Date: S
An Inglvicual may sk on behall of hh emploges ey 1 b of $ha 13 fogs thorited ta do so oad the amptoyce Is 1 minot, monfally fucompefant or vapacitated.

b AL R IR AP T TR ramE B b P PAEREY LT AN rrearh phraom e oy DAL b e R A Le bl e ol AL 17 A b s R

T cartihy 10 ho Das of my knowledge, infomaalion and balel, fopmed SHer an IRGUY [e0SaNB0i LRAAT e CICUTElanCes, At the Allegrbtns and dlher faoiual
maner‘g aszoried abovi have evidenliary suppor, ar afe likaly s have avidemiary slgpm aller a tyasanabin opperunily far hirhar inva:l:ggatims or discovary, g

/' ﬁ/zﬁ:/y W?; DORGTHEA PERRY e 2T/ D

Signalure of Atlomey/Represenlaliva §f any): . Dita! / /
Print Name; J Tille:
{2 Na,, ifany: R . ItLizensnd Represantallve, Licenss No.: Expiralen Dale; ! /

Co3.0 (3-09) Page2af2
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Collegus

October 22, 2002
Dorothea Perry
Dear Dorothea;

As was discussed with yoi, your mploymenr. mthCallag:s will be terminated due to job performance
effective October 22, 2002.

As a result, you ase entitled to the following benefits:

o A standard severance agreement has been enclosed for your review. You are bcmg provided 7 days
to consider this agreement and are escouraged to consult with. legal connsel prior to executing this
agreement. The severance will be paid to you as scon as administratively possible following the date
of termination, assuming receint of your executed agreement and expitation of the revocation period.
Please return the signed, original agreement to my attention,

e Youare entitled to apply for uncmployment at your lpcal unemployment office.

s Any accrued, wmused vacation will be paid out following the receipt of an approved finaf timesheet,
Vacation accrues at 1.25 days. per month (full-time acorual).

+ You have certain rights to elect the continuation of insurance benefits by making timely notification
and paymenis. A.COBRA package will be.sent ta your home. via certified mail which will include
more information, including the costs. Benefit coverage remains in tact through January 31, 2003,

o Your rights regarding the monies in your 401(k) account will alsa be forwarded to you in the package
mentioned above. You may wish to seck the advice of a tax expert regarding the disposition of the
funds in your 401(k) account,

The. Human Resources staff is available to you for any questions that you may have throughout this
transition. Should I be of further assistance to you, please let me know. My direct number is (888) 472-

6553 %2240 or email at mpeters@colleais com.
Sincerely,

Bxh. No:.J "! Recolved 3../ Rejected oo
CollcgiS, Inc. Case No: A (VA l (; L{ g—l{yn
Maggie Peters Gase Name:—C 3C. iﬁ"kj}\’&’\g -
Manager, Human Resautces No. Pgs: Date 2441 Rep..gﬂ_
Enclosurcs

2200 Maitiand Cantar Packumy.« Sulta 340 — Mailand EL- 29781 JA0703
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SUPREME COURT OF THE STATE OF NEW YORK

COUNTY OF NEW YORK
X
DOROTHEA PERRY
Plaintiffs, Index No. 03/118365
~against-
NEW YORK LAW SCHOOL and COLLEGIS, INC,,
| SUMMONS
Defendants.
X

TO THE ABOVE NAMED DEFENDANTS:

YOU ARE HEREBY SUMMONED to answer the Complaint in this action and to
serve a copy of your Answer, or, if the Complaint is not served with this Summons, to
serve a Notice of Appearance, on the Plaintiff’s Attorney within 20 days after the
service of this Summons, exclusive of the day of service, or within 30 days after
completion of service where service is made in any manner other than by personal
delivery within the State, In case of your failure to appear or answer, Judgment will be
taken against you by default for the relief demanded in the Complaint.

New York County is designai’ed as the place of trial on the basis of the fact that
defendant New York Law School resides within said County.

Dated: New York, New York
Qctober 21, 2003

Summons Filed: October 21, 2003

BERKE-WE CrM4od LLP
By: L

(Lduis Pechman

488 Madison Avenue

New York, New York 10022

(212) 583-9500

Attorneys for Plainiff

'Exh. No: & 2

Case Name:.. ( $C  Lhy [ch1, -

Na., pgS_,____’Dau;;i ;“r‘/ I RH;J} D !"C‘J
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SUPREME COURT OF THE STATE OF NEW YORK

COUNTY OF NEW YORK
4 --X
DOROTHEA PERRY
Plaintiff, Index No. 03/118365
-against-
NEW YORK LAW SCHOOL and COLLEGIS, INC.,, ,
COMPLAINT
Defendants.
e X

Plaintiff Dorothea Perry ("Perry” or “plaintiff”), by her attomeys, Berke-Weiss &
Pechman LLP, complaining of defendants New York Law School ("NYLS") and Collegis,
Inc. ("Collegis") alleges as follows:

NATURE OF THE ACTION

1. This action is brought to remedy discrimination on the basis of race, color
and retaliation in the terms, conditions and privileges of employment under Title VII of
the Civil Rights Act of 1964, as amended, §§ 2000e, et seq. (“Title VII”), the New York
Executive Law § 290, et seq. (“Executive Law”), the New York City Human Rights Law,
Administrative Code of the City of New York §§ 8-101, et seq. (“Human Rights Law™),
and for unpaid overtime compensation under the Fair Labor Standards Act, 29 U.S.CA.
§ 216, et seq. (“FL.SA”) and the New York State Labor Law.

THE PARTIES
Dorothea Perry

2. Dorothea Perry resides at 74 Tapscott Street, Brooklyn, New York 11212
New York Law School

3. NYLS, one of the oldest independent law schools in the United States, was
founded in 1891. NYLS has approximately 1,400 students and over 400 employees.
NYLS is located at 57 Worth Street, New York, New York 10013.
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Collegis

4, Collegis provides technology and management services to various
colleges and universities, including NYLS. Collegis’ headquarters is located at 2300
Maitland Center Parkway, Suite 340, Maitland, Florida 32751.
Joint Employer Status

5. At all times material herein; defendant NYLS and defendant Collegis were
individually, and jointly, Perry’s employer within the meaning of Title V1I, the Human
Rights Law and the Executive Law.

JURISDICTIONAL PREREQUISITES

6. Plaintiff filed a timely charge of discrimination against defendants with the
Equal Employment Opportunity Commission (the “EEOC”) on or about August 5,
2003, complaining of the acts of discrimination alleged herein.

7, On or about August 13, 2003, the EEOC issued plaintiff a notice informing
her of her right to sue defendant in federal court.

8. This action has been commenced within 90 days of receipt of the ngtice of
Right to Sue.

9. Plaintiff has complied fully with all prerequisites to jurisdiction in this
Court under Title VIL

10.  Prior to commencerment of this action, plaintiff served a copy.of this
complaint upon the New York City Commission on Human Rights and the
Corporation Counsel of the City of New York in accordance with N.Y.C. Admin. Code
§ 8-502(c).
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FACTS

Perry’s Job Status

11, Perry was employed by NYLS and Collegis as a Systems Analyst and PC
Specialist supporting the personal computer user community at NYLS,

12, Atall imes material herein, Perry’s work 'locati.on was at NYLS, assisting
NYLS employees and students with their computer related issues. Perry had a NYLS
identification card, ate in the NYLS cafeteria, was honored for service at NYLSs Annual
Staff Recognition Luncheon and parked free of charge in NYLS's parking lot. Perry was
generally recognized as a NYLS employee albeit her paycheck was from Collegis.

13. At all ime material herein, Perry’s employment was under the direction
and control of NYLS, as well as Collegis.

14.  Perry was misclassified as “exempt” from the requirements of the Fair
Labor Standards Act (i.e. not eligible to receive overtime pay) during her employment
by defendants NYLS and Collegis.

15.  For the six years prior to the filing of this Complaint, Perry consistently
worked in excess of 40 hours per week yet never received overtime pay of one and one
half times her regular hourly rate as required by the FLSA and New York State Labor
Law.

Perry's Work Performance

16.  Perry began work at NYLS in April of 1990 as a Coordinator of User

Services. Her responsibilities included the support of all hardware, software and
“ communications needs fof users at NYLS. From approximately 1990 to 1994, she

provided these services exclusively to faculty members.
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17.  In November of 1997, the computer support function at NYLS was
contracted out to Collegis, and Perry commenced employment for Collegis.

18,  Perry received an overall rating of "Excellent” for her annual Performance
Review covering the period from November 1, 1997 to November 1, 1998. Abe Baggen
("Baggen”), Executive Director, concluded that: “Dorothea has been a strong influence in
holding the user services department together during a very difficult period which
culminated in the termination of one employee and another leaving because of the
hostile environment created by the person who was terminated.” The Performance

Review also had the following specific ratings:

° "Excellent” rating on Job Knowledge/Technical Expertise:
“Dorothea has a very good knowledge of the NYLS Desktop
Environment. Dorothea excels at getting work done within the
Law School Culture. She consistently chooses and pricritizes the
tasks most important to the client and her management.”

° “Outstanding" rating on Productivity: “Dorothea has consistently
been the most productive employee in User Services. During a
difficult period of staff turnover, she carried most of the workload ,
of the department.”

s "Excellent” rating on Customer Focus: “Dozothea works well with
the staff of the school. She checks back with customers to verify
their satisfaction with her work.”

. "Excellent” rating on Communication: "Dorothea is direct and
forthright in her communications. She keeps customers and
management informed. In teamn settings, she is often the one who
will bring up and face critical and difficult issues that are impeding
progress.”

. "Excellent” rating on Professional Qualities: "Dorothea is a seasoned
professional. She recognizes when and where it is important to
provide extra effort and is consistently willing to do so. She has the
potential to grow into a technical managerial role.”

19.  Perry received an overall rating of “Excellent” on her annual Performance

Review covering the period from November 1, 1998 to November 1, 1999, Executive

4
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Director Baggen's review concluded: “Dorothea has taken on the management and
.oversight of the student help desk. She has become a reliable resource to the Executive
Director, taking on large projects with little or no ongoing supervision.” The
Performance Review also had the following specific ratings:

. "Excellent” rating on Job Knowledge/Technical Expertise:
“Dorothea knows the Windows /Office/Word Perfect Environment
very well. She has become one of our most consistent users of
remote control using manage wise.”

* "Outstanding /Excellent” rating on Productivity: "Dorothea has
stayed late and come in on weekends on many occasions to
complete projects Shé has developed good working relationships
with staff to make the most efficdent use of time.”

° "Outstanding" rating on Customer Focus: “Dorothea has become
our best example of personal customer service, She anticipates

customers demands and acts to meet them before they become
problems.”

. "Excellent” rating on Communication, commenting: “Dorothea
consistently enters and documents her activities and project status
to users of management.”

20. For the period of Novemnber 1, 1999 to November 1, 2000, Perry received
an overall rating of “Excellent” on her Annual Review. Margaret Perley (“Perley”),
Executive Director, who wrote the review, concluded that: "Dorothea is a valued
employee whose technical expertise is respected and appreciated. Her background
knowledge of New York Law School has been very helpful to me in resolving many
problems here.” The Performance Review also had the following specific ratings:

o "Quistanding" rating on Job Knowledge/Technical Expertise:

"Dorothea is an intelligent, resourceful employee whose technical
knowledge covers many areas. She is a wonderful source for New

York Law School history as it pertains to the Office of Information
Technology."
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o “Excellent” rating on Productivity: "Dorothea performs well in
solving problems of a technical nature and her highest productivity
seems t0 be when she is under the pressure of a deadline.”

° "Excellent” rating on Customer Focus: "Dorothea is responsive to.
requests for service and devotes a great deal of her time in trying
to satisfy customer demands. She is proactive in resolving
problems that she senses are potentially explosive.”

¢ "Fully Competent” rating on Communication: “Dorothea is well-
liked by her tearn mates. She frequently contributes ideas and
information in staff planning sessions. She communicates well
through e-mail.” '

. "Fully Competent" rating on Professional Qualities: "Dorothea
performs well in planning and prioritizing her work load. She
works well without supervision and is adaptable to most changes.
She frequently contributes ideas and information in staff planning
sessions. She communicates well through email.”

21.  Perry received an overall rating of "Excellent” for her annual Performance
Review covering the period of November 1, 2000 through November 1, 2001.
Executive Director Perley concluded that: "Dorothea is a valued employee who has a
firmn understanding of PC technology. She is well-liked by her colleagues and the
client." The Performance Review also had the following specific ratings:

° "Qutstanding” rating on Job Knowledge/Technical Expertise:

"Dorothea has a thorough understanding of the skills necessary to
perform as a PC technician. She has, on more than one occasion,
saved the day for the OIT department.”

. "Excellent” rating on Productivity: “Dorothea is an expert in her

field in solving PC-related problems and is often required to work
under pressure.”

. "Excellent” rating on Customer Focuses: "Dorothea gets along with
most of the faculty and staff at NYLS."

o “Fally Competent” rating on Communication: “Dorothea works.
well with all of her colleagues.”
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° "Fully Competent” rating on Professional Qualities: “Dorothea has
excellent decision making skills and very successfully plans and
prioritizes her work load.”

22.  Perry consistently received merit-based pay raises and performance
incentive plan bonuses during the course of her employment at NYLS. Perry’s salary at
the time of her termination had risen to $55,094.00. Her last raise was 4%, effective
November 1, 2001.

The Racial Animus at New York Law School

23.  Perry was subjected to racially offensive comments and behavior by
Executive Director Perley during her employment with NYLS.

24, TPerley displayed a picture of her Virginia home in her NYLS office which
she referred to as her “plantation” that had “slave quarters.” Perley told staff members
that she wished to maintain the “slave quarters” as a museum, Perry was often
ridiculed by other staff members because of this reference.

25.  Perley treated persons of color in a demeaning manner. Perley frequently
referred to Perry as her "best girl."

26.  Perley also referred to other persons of color, including Alta Levat, Dean
of Public Affairs, Valerie Plumuner, Career Service Assistant, and Professor Anthony
Fletcher, in derogatory terms.

Perry’s Prior Complaints of Race Discrimination

27.  In 1997, Perry filed a complaint of race discrimination against NYLS.

28.  Since filing her discrimination claim against NYLS, Perry has been openly
recognized by NYLS employees as the authority at NYLS on how to respond to race

discrimination in the workplace at the Law School. Several NYLS employees sought
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Perry’s advice and guidance, as an advisor for their race discrimination claims against
NYLS.
The Discovery of the Pornographic Images of Litile Girls

29.  Professor Samuels was hired as a Professor at NYLS in 1976. Professor
Samuels taught Bankruptcy Law, Contracts and Copyright Law at NYLS.

30. OnJune 2, 2002, Pen’y worked on Professor Samuels' NYLS computer
after he reported problems with his office computer at NYLS. Professor Samuels
reported to the Help Desk that he thought he had a virus.

31.  Professor Samuels was a well-liked instructor for 26 years at the School,
and a nationally known expert on copyright law, and who in 2000 published "The
1ilustrated Story of Copyright.”

32.  OnJune 3, 2002, Perry instructed her co-worker, Robert Gross (“Gross”)
to back up Professor Samuels' computer in preparation of giving him a new computer
because she feared his existing computer would experience a crash. In the course of
doing the backup, Gross found child pomography on Professor Samuels' computer and
reported it to Perry.

33, OnJune 3, 2002, Perry observed the child pornography on Professor
Samuel's NYLS computer, The pornography consisted of disgusting visual images of
pre-teenage girls in sexually provocative positions. The images were perverse and
degrading to women.

34.  The presence of the pornographic images in Perry’s workplace at NYLS

created a hostile work environment to which Perry had the right -- and obligation -- to

oppose.
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35,  Upon finding the child pornography, Perry reported her discovery to
Executive Director Perley. Executive Director Pexley protested that the images were
not of children and that she didn't think it was an issue. Perry insisted, however, that
the images were of children.

36.  Perley reported the child pormography to Fred Dejohn, Associate Dean of
Finance and Administration, who was responsible for the onsite supervision of Collegis.

37. OnJune?, 2002, at around 11:05 p.n., Perry emailed Perley the following
message:

With regards to the issue we've uncovered, I didn't realize
just how serious this situation was. I thought it was rather
disgusting and reported it to you based on my sense of right
and wrong, My conscience. Of course now I've done
further investigation. This is really hard to believe. That's all
I can say.

38.  Later that same evening, Perry emailed Perley the following message:
I think for our protection the information should be purged
from our server. If you've bummed a copy and submitted it
to the lawyers, and that has in fact taken place, there is no
rieed for us to store that information. We may somehow
become guilty of doing exactly what we've reported.
Possessing and distributing child pern. Come Monday, we
'should remove it. Please give me your opinion.

Thank you,

39.  On or about June 13, 2002, Perley had a meeting with Gross and Perry
regarding Professor Samuels. Perley told them that she had been in contact with the
District Attorney and that he didn't think there was enough to prosecute Professor
Samuels arid that the issue would probably be dropped. Perry complained to Perley
that the FBI should also have been contacted. Perley asked Perry why she was so.
upset. Perry replied that possession of child pornography was a crime and that

Professor Samuels shouldn't be allowed to get away with this.
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the discovery of child pomography on Professor Samuel’s computer:

On Friday, May 31 at approximately 4:00 p.m., Professor
Sathuels placed a call into the help desk that he thought he
had a virus.

On Sunday, June 2, I worked on the user's machine from
about 2:30 - 4:30. I uninstalled and reinstalied Command
Anb-Virus. Once I restarted his computer, his machine
began operating very erratically. I experienced several
memory dumps. The machine also reported an invalid

-gystem disk. When I checked the CMOS, no hard drive was

reported, I left the user a note that we would continue
waorking on his machine on Monday.

On Monday, June 3, I requested that Rob Gross attempt to
install Windows XP over the Windows 2000. He too
experienced the memory dumps. Rob created another
partition on the failing hard drive and installed Windows XP
onto that partition. During the course of installing the
software he again began to experience memory dumps.
Rob reported the problem to me and I advised him to bring
the machine in to be immediately backed up. The user had
gast data in the past and I didn't want to risk him losing any
ata,

During the course of backing up his data, Rob discovered
files in the "My music” folder. It is customary for our staff to
back up all user data, e.g. documents, music (mpg, wav,
etc.), pictures (jpg, bmp). Rob looked further into the my
music folder because another folder appeared imbedded in
that folder, "Nime", within that folder "Nime2" In order to
determine if these folders needed to be backed up Rob had
to examine the contents of the folder. Upon his examination
he observed what appeared to be child pornography. Rob
requested that [ take a look at it to be sure. From the
appearance (face and body) of the young women, it
certainly appeared without a doubt to be children.

1 told Rob to leave the computer, and report it to Margaret.
Rob requested that I make the report.

When you returned from your meeting I requésted that you

take a visual inspection of the contents of the Nime?2 folder
because I believed it was child pornography. Although at

10
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40.  OnJune 17, 2002, Perry made the following official report to Perley about
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first you doubted whether they were children you informed
us that you would report the information o Fred DeJohn.

This concludes my report.

The Reprimand of Perry After
Her Report of Discovering Child Pornoegraphy

41,  OnJune 20, 2002, the New York City Police Department-executed a
warrant to search Professor Samuels’ office computer.

42.  OnJune 20, 2002, Perry received a "probation letter” from Perley, the first
disciplinary action she had ever received in her more than twelve (12) years of work at
NYLS. Perley placed Perry on "probation” for 60 days. The letter accused Perry of four
problems (1) tardiness, (2) excessive personal phone usage, (3) having visitors at her
office cubicle, anid (4) dressing too provocatively.

43.  When Perry was placed on probation, Perley told Perry that she had
spoken to other female employees on the staff about dressing too provocatively, but
Perley did not place any of the other employees on probation.

44. At around the sarne time that Perry was receiving her probation letters,
Associate Dean DeJohn escorted two men in to pick up Professor Samuels' computer.

45.  On June 20, 2002, Perry wrote the following email to Maggie Peters
("Peters”), Collegis’ Manager of Human Resources:

Dear Maggie:

I fried to get in touch with you to discuss some issues that I
think Human Resources can help to resolve. My livelihood
is being threatened and I need to know where I stand.
Collegis has always been this phantom company and only
because I've been to the corporate headquarters do I know
the company exists.

I've been so frightened to call for help, I feel 50 victimized
and abused. I feel like a child feels when he's been abused

11
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by someone he/she trusts. Scared. Confused. Afraid to call
for help.

One co-worker made this comment today, "we all feel like
committing suicide.” That may or may not be an
exaggerated statement. '

I will if you like fly to Florida to see you.
Please let me know,

46.  Perry received a reply email from Peters stating that she was busy and
would call Perry later that same day but Peters never did bother to call Perry.

47.  Onor about August 1, 2002, Perry went to the Federal Bureau of
‘Investigation ("FBI") at 26 Federal Plaza and spoke with FBI Agent Allen Reichter. Perry
told Reichter about what had been discovered and voiced her concern that no apparent

action had been taken. Reichter directed Perry to the Manhattan District Attomey's
office to see if a case was pending. That day, Perry went to the District Attorney’s office
on White Street and was told that there was no record of a pending case against
Professor Samuels in the computer system. Perry went back to Reichter and said
nothing was in the system at the DA's office. At that point, Reichter asked for
statements from Perry and Gross which Perry then gave to him. Gross also provided a
compact disc of the child pomography to Reichter that same day.

48.  On August 12, 2002, Perry’s attorney sent a letter to Maggie Peters,
complaining, inter alia, that Perry was being subjected to race discrimination.

49.  On August 14, 2002, Professor Samuels was arrested for possessing child
pornography, based on images of naked girls ranging in age from three to thirteen
which were found on his computer. Press reports of his arrest disclosed that thousands
of images were found on Professor Samuels' home computer upon the execution of a

search warrant.

12
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50. On August 15,2002, NYLS Dean and President Richard A. Matasar issued
the following public statement:

I was saddened to learn this afternoon that our colleague,
Professor Edward Samuels, was arrested on charges relating
to possession of child pornographic images. Consistent with
our belief in the basic legal principle of the presumption of
innocence to which all are entitled, and recognizing that the
legal process must take its course, the Law School has placed
Professor Samuels on paid administrative leave so that he
may attend to his defense. Fe has secured counsel.

Our hearts go out to Ed and his family as they face the
difficult time ahead. We are hopeful about a speedy and just
resolution of this matter. '

51.  On August 15, 2002, one day after his highly publicized arrest -- which
specifically indicated that the technidans reported him - Professor Samuels was invited
to use Perley's office computer even though it was.in the same area where Perry and
Gross worked,

52.  On August 18,2002, Perry emailed the following complaint to Perley
about Professor Samuels’ use of the office computer:

Since I have your attention, you should know that we techs
that reported Professor's Samuel's possession of child
pornography were very very afraid, confused, and nervous
to have him sitting in your office for 3 hours on Friday. It
was the most uncomfortable situation I have faced in a long
time. Even if the Dean did say that Samuels should use your
computer, we would have felt better if he had used someone
else's machine. Professor Samuels has a lot to lose, his
freedom, his livelithood, his family. Who can attest for the
his menta] state? Our security is the most lax anywhere.
who can say that he doesn't have a vendeita against the
techs and won't come in and slay us? You could have given
himn a laptop and had him sit in the library with it. Or even
in his own office. That was cruel. ‘

53.  OnSeptember 13, 2002, Perry received a letter from Dennis Moynihan

("Moynihan"), Vice President of Collegis, extending her probation another 60 days.

13
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With respect to the four performance issues which were raised on June 22, 2002,
‘Moynihan acknowledged that "your compliance is acceptable.”

54.  Despite Perry's full compliance with the June 20 probation letter,
Moyrihan extended Perry's probation, alleging new performance problems. Although
Moynihan was not witness to any of the alleged performance issues, he accused Perry
of (1) not complying with directives issued by Executive Director Perley, (2) not "fully,
accurately, and proactively” communicating with Executive Director Perley, and (3)
being “combative." None of these accusations had any validity, and, instead, smacked
of a supervisor looking for ways to nitpick and discredit an employee.

55.  On Qctober 16, 2002, Professor Samuels had a hearing in Criminal Court,
New York.

56.  On October 22, 2002, Perry was terminated by Moynihan and Perley.
Perry protested that she was a single mother with an eight year old son, but her protest
fell on deaf ears.

57. Robert Gross was also terminated on Qctober 22, 2002,

58.  On October 23, 2002, Professor Michael Botein sent the following email to
Executive Director Perley, regarding the firing of Perry:

Dear Margaret,

Congratulations on the upgrade. It is much appreciated.

At the same time, I am somewhat flabbergasted to find out
that you canned Dorothea as of this moming, with no input-
-as far as I can tell, at least--from staff or faculty. Moreover, I
gather that this move had been planned for quite a while,
since you had new people already on site.

I have worked with Dorothea for many years, and--except

when she was overwhelmed with other, institution-wide
projects--found her to be technically excellent and always

14
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willing to help. I thus would have appreciated some
advance warning, let alone a reason for her firing.

Moreover, I find it somewhat embarrassing that your
evaluator of "consumer” concerns came by at 3 PM on
Tuesday to ask me about my satisfaction with OIT's service,
and specifically as to which personnel had been most
helpful--and that I specifically identified Dorothea. Now I
really feel like an idiot. Was this planned in advance? Were
you trying to find justifications for canning peeple--and, if
s0, what did you do with the results of his survey? I don't
see any good answers for any of these questions, and
frankly feel totally used by the whole experience.

1f you have a good reason for what appears to be rather
bizarre behaviour, I and other staff and faculty would like to’
hear it. If you don't have one--or can't share it—I guess that's
your problem.

But you certainly haven't done Collegis much good in terms
of the Law School community-not just from my
perspective, but from my colleagues’

Finally, I don't blame this on you. I have a distinct feeling
that some kind of mandate was imposed upon you by
either NYLS or, more likely, Collegis. I just can't
understand any rationale for it.

Good luck,
MIKE
59.  On November 3, 2002, Nadine Strossen, NYLS Professor and President of
the American Civil Liberties Union, wrote a reference letter for Perry which stated:

I am writing to recorrunend Dorothea Perry-Coleman for a
responsible position within your organization. I have known
and worked with Dorothea for more than twelve years,
during which she frequently provided valuable information,
advice, and assistance to myself and many members of my
staff concerning our office technology equipment. (At any
given time, my office, located at New York Law School, is
staffed by two full-time Assistants and about a2 dozen part-
time Research Assistants.)

15
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In addition to assisting my office staff members and myself
with multiple office desktop computers, Dorothea regularly
assisted me with my various laptop computers. Dorothea
always showed an impressive degree of expertise about a
wide range of issues concerning a diverse array of
technological equipment, software, and programming. She
not only responded promptly and-helpfully to requests for
assistance and support; she also regularly took the initiative
to give us pro-active advice or suggestions about how to
improve our technological arrangements to facilitate our
demanding worlload.

Dorothea is a hard-working self-starter who knows how to
troubleshoot, diagnose, and fix problems quickly and
effectively. No matter what the problem was, I could
always count on Dorothea to address it constructively. In
addition to her impressive technica) and analytical skills -~
and many YVears of intense expetience -- Dorothea
commurnicates and works with others very effectively.

Perhaps most important, Dorothea has a refreshing “can-
do” aftitude, and consummate professional dedication. I
vividly recall, for example, one Friday evening when she
postponed her own personal plans for the evening and
weekend in order to solve a terrible “worm” problem that
had infected my laptop. She literally dedicated her day --
and much of her evening - to redressing that problem, thus
going far “above and beyond the call of duty” in terms of
the literal requirements her job [sic]. Dorothea fully realized
how essential it is for me - with my nonstop travel schedule
~ to have a reliable, virus-free, user-friendly laptop. Indeed,
even though I am far from a computer expert, I have been
able to access the Internet with ease from my laptop, from
all over the world, thanks to the convenient dial-up systems
that Dorothea took the initiative to set up for me.

Beyond her extensive professional qualifications, Dorothea
has the most positive personal qualities, She is a friendly
and considerate person, who has the ability to get along
extremely well with colleagues. '

1 will indeed miss Dorothea as both a person and a
professional. Whoever has the opportunity to work with
her in the future is, indeed, fortunate.

I hope you have found this letter helpful. Should you seek
any further information, don’t hesitate to contact me. 1have

16
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the highest opinion of Dorothea and am delighted to serve
as an enthusiastic reference for her.

60.  OnJanuary 9, 2003, Perry and Gross, filed Complaint No. 03/600064
against NYLS and Collegis in New York State Supreme Court, New York County,
alleging retaliation under the New York City Human Rights Law and tortious
interference with contract.

61.  OnJune 23, 2003, Professor Samuels was sentenced to six months in

prison and ten years probation.

FIRST CAUSE OF ACTION
(Retaliation Under Title VII of the
Civil Rights Act of 1964 — Unlawful Termination)
62.  Plaintiff repeats and realleges paragraphs 1 through 61 of this Complaint
as if fully set forth herein.
63. At all times material herein, defendants NYLS and Collegis were

individually, and jointly, an “employer” within the meaning of Title VII.

64.  Under Title V1L, it is undawful for an employer to discriminate against any

‘of its employees because the employee has opposed any practice made an unlawful

employment practice by Title VII or because the employee has made a charge, testified,
agsisted or participatt;d in any manner in an investigation, proceeding or hearing under
Title VIL

65. Defendants NYLS B;Id Collegis discriminated against plaintiff in violation
of Title VII when it terminated her in retaliation for her complaints about race
discrimination at NYLS and her complaints about the child pornography on Professor

Samuels’ NYLS computer which was degrading to'women.

17
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66.  As a result of defendants’ discriminatory acts, plaintiff has suffered and
will continue to suffer substantial losses, including loss of past and future earnings and
other employment benefits, and has suffered other monetary damages and
compensatory damages for, infer alia, mental anguish, emotional distress, and
humiliation.

67. Defendants acted intentionally and with malice and /or reckless
indifference to plaintiff's federally protected rights and are thereby liable to plaintiff for

punitive damages under the Civil Rights Act.of 1991,

SECOND CAUSE OF ACTION
{Race Discrimination Under Title VII of the
Civil Rights Act of 1964 — Unlawful Termination)
68.  Plaintiff repeats and realleges paragraphs 1 through 67 of this Complaint
as if fully set forth herein.
69.  Defendants NYLS and Collegis discriminated against plaintiff in violation

of Title VII when it terminated her because of her race.

70.  As a result of defendants’ discriminatory acts, plaintiff has suffered and
will continue to suffer substantial losses, including loss of past and future eamings and
.other employment benefits, and has suffered other monetary damages and
compensatory damages for, inter alia, mental anguish, emotional distress, and
hurniliation.

71.  Defendants acted intentionally and with malice and/or reckless
indifference to plaintiff's federally protected rights and are thereby liable to plaintiff for

punitive damages under the Civil Rights Act of 1991.

13
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THIRD CAUSE OF ACTION
(Race Discrimination Under the New York City
Human Rights Law — Unlawful Texmination)

72.  Plaintiff hereby realleges each allegation contained in paragraphs 1
through 71 as if fully set forth herein.

73.  Defendant NYLS was Perry’s “employer” and a “person” within the
meaning of the New York City Human Rights Law.

74.  Defendant Collegis was Perry’s “employer” and a “person” within the
meaning of the New York City Human Rights Law.

75.  Defendants NYLS and Collegis discriminated against Perry in violation of
the New York City Human Rights Law by terminating her because of her race.

76.  As aresult of defendants’ discriminatory acts, plaintiff has suffered and
will continue to suffer substantial losses incurred in loss of past and future earnings and
has suffered other monetary damages and compensatory damages for, inter alia,
mental anguish, emotional distress, and hurmiliation.

77.  Defendants acted intentionally and with talice and reckless indifference
to plaintiff's rights under the New York City Human Rights Law and are therefore
liable to plainiiff for punitive damages under the New York City Human Rights Law.

FOURTH CAUSE OF ACTION
(Race and Color Discrimination Under the
Executive Law -~ Unlawful Termination)

78.  Plaintiff repeats and realleges paragraphs 1 through 77 of this Complaint

as if fully set forth herein,

79.  Defendant NYLS was Perry’s “employer” and a “person” and “agent”

within the meaning of the Executive Law,

19
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80.  Defendant Collegis was Perry’s “employer” and a “person” and “agent”
within the meaning of the Executive Law.

8l.  Defendants NYLS and Collegis discriminated against Perry in violation of
the Executive Law by terminating her employment because of her race and color.

82,  As aresult of defendants’ discriminatory acts, plaintiff has suffered and
will continue to suffer substantial losses incurred in loss of past and future earnings and
has suffered other monetary damages and compensatory damages for, infer alia,

mental anguish, emotional distress, and humiliation.

FIFTH CAUSE OF ACTION
(Retaliation Under the Executive Law - Unlawful Termination)

83.  Plaintiff repeats and realleges paragraphs 1 through 82 of this Complaint
as if fully set forth herein.

84,  Section 296(7) of the Executive Law states as follows:

It shall be an unlawful discriminatory practice for any person
engaged in any activity to which this section applies to
retaliate or discriminate against any person because he or
she has opposed any practices forbidden under this article or
because he or she has filed a complaint, testified or assisted
in any proceeding under this article.

85,  Defendants NYLS and Collegis discriminated against plaintiff in violation
of Title VII by terminating Perry in retaliation for her complaints about race
discrimination at NYLS and her complaints about the child pornography on Professor
Samuels’ NYLS computer which were degrading to women.

86.  As aresult of defendants’ discriminatory acts, plaintiff has suffered and
will continue to suffer substantial losses incurred in loss of past and future earnings and

has suffered other monetary damages and comnpensatory damages for, inter alia,

mental anguish, emotional distress, and humiliation.
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SIXTH CAUSE OF ACTION
{Claim for Unpaid Overtime
under the Fair Labor Standards Act)

87.  Plaintiff hereby repeats and realleges each allegation contained in
paragraphs 1 through 89 above.

88.  Although Perry was required to consistently work more than forty hours
per week, she was never given overtizne compensation as required by the Fair Labor
Staridards Act ("FLSA”).

89.  Defendant Collegis violated the FLSA with knowing and
reckless disregard for the FLSA's requirements and is therefore liable to plaintiff for
liquidated damages in an amount representing double the amount of overtime owed.

SEVENTH CAUSE OF ACTION
(Violation of Overtime Frovisions
of New York Labor Law}

90.  Plaintiff repeats and realleges paragraphs 1 through 89 of this Complaint
as if set forth herein.

91.  Defendant Collegis has willfully failed to pay plaintiff overtime hourly
wages of not less than one and one-half times her regular rate of pay for each hour
worked in excess of 40 hours in a workweek.

92.  Defendants’ failure to pay plaintiff, and other employees similarly
situated, overtime compensation of not less than one and one-half times the regular
rate of pay for each hour worked in excess of 40 hours in a workweek violates

Department of Labor regulations promulgated pursuant to New York Labor Law
§652(2). SeeN.Y. COMP. CODES R. & REGS. Tit. 42, §142-3.2 (2001).
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PRAYER FOR RELIEF

WHEREFORE, plaintiff respectfully request that this Court enter a judgment:

(a)  declaring that the acts and practices complained of herein are in violation
of Title VII, the Executive Law, and the Human Rights Law;

(b)  enjoining and permanently restraining these violations of Title VII, the
Executive Law, and the Human Rights Law;

(¢)  directing such affirmative action as is necessary to ensure that the effects
of these unlawful employment practices are eliminated and do not continue to affect.
plaintiff's employment opportunities;

(d)  directing defendants to reinstate plaintiff in the position she would be in
but for their discriminatory and unlawful acts, and to make plaintiff whole for all
earnings she would have received but for defendants’ discriminatory and unlawful
treatment, indudin g, but not limited to, wages, health insurance and other fringe
benefits, bonuses, pension, and other lost employment benefits;

(e}  directing defendants to pdy plaintiff compensatory damages for, infer alia,
mental anguish, emotional distress and humiliation;

(fy  directing defendants to pay plaintiff punitive damages for their intentional
disregard of and reckless indifference to plaintiff's rights;

(g)  directing defendant Collegis to pay plaintiff liquidated damages for its
failure to pay her overtime;

(hy  awarding plaintiff the costs of this action together with reasonable

attorneys’ fees; and
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(i)  awarding such other and further relief as this Court deems just and

.equitable.

Dated: New York, New York
October 21, 2003

23
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488 Madison Avenue

New York, New York 10022
(212) 583-9500

Attorneys for Plaintiffs
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RESUME ATTACHED_ .{.‘

Cablevision is” an Equal Qpportunity Emf)lo;«er. All applicants will receive . 5 o
consideration in accordance with federal, state and local law, in order to expedite our review and considerati * 30—?‘# K
please compiete this Application as accurately as possibie. Incomplete Apéthations will not be considerad. 5 ' A/
andeavor ¢ make reasenable accommodations to enable individuals with disabilities lo complete tis Applice .=~ —
the applicant streening process, and to perform the essential funcligns of a {_ob_ f you need assistance incc 30 H 7 719 o
[33*'“65133‘"‘-9 in the interview or hiring process, please let us know. If you befieve your equal rights have beer

he appropriste lederal, stalg, or locat agencies,

PERSONAL INFORMATION

NAME, sﬁz Firs! Mfcplnitia( Social Security Number
€~ ur‘c‘*%ﬁ& 258 7436

Currenl Numfber & Street Cit State Zip Code
Address: “’T‘ ol 24
r‘l L‘} ,A— Dé Cp 5 ol "‘}" {\jr:) [\[ Nurmber of years: 3:7_

Pravious Number & Streetl T Cly - 'siate’ ' Zip Code !
Address:

. Number of yvears:
Home Telephone Number Business Telephona Number Pager/Cell Prione/Other E-mail address
U773 A1 ZogaddD (9 2083440 Pegtheapery @
Are you currently legally authorized to work in the United States / '
and accep! this employment if it is offered by the Company? Yes No )

if you are hired, you must provide evidence of such authorization in accordance with the Immigration Reform and Control

Act of 1986, /

Have you reached the legal minimum working age? Yes No__
Proof required upon hiring.

Have you ever been convicted c:f}uime other than a miner traffic infraction?

Yes No Retord if YES, please give details and dales of convictions including

County in which convicted.

A conviction in and of itself will not necessarily disqualify you from being considered for employment. Faclors such as the
number, nalure and lime of the offenses, the exten! to which thay relate o your suitability for employment in the position
for which you are applying and any subsequent rehabilitation will be taken into consideration,

JOB INTEREST | 1
lEg::.'h,g‘,go & . iu‘g‘gnc 5: i EQJ&‘ )gfclga;g Tmmtf\lﬁ'\.l\'f . H ‘%”ng e !’j
Fogition Desired Date Available Salary Desired !

Please indicale below which workdays/hours you would like 1o be considered for. Please do not indicate the need for any absences
due to refigious practices during lhe\?«;ied work schedules, We will sddress such availability afler a condilional offer is made.

Day _ Evening

/ Midright
MFonly Flaxible _ v MTWLS @u(ﬁ m“\‘&l‘\ec\u \D

FT onty BT oniy PTor kT NY/COLOFLIGALAMICHVA/TX

—rre———

Exh. No! E ’;3 AOGIVEY w Fjouted ...,
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How WEIRG o iU B G U I ARG
(3 Employment Advertisament (Please Name Publigation)

K e
(1 Company Employee Referral (Please Name Employee}
L) Other (Pigase Specify)

Employment Agency (Please Name Agency)

Have you ever previou\s?f applied for employment with the Campany or its affiliates?
Yes No lFyes, date(s)

[NV Y

Location Position:_

Mave you ever been empioyed by the Company of its affiliates?

Yes Ne tf yes, date(s)

Lacation

Have you ever worked for a contractor or vendor that has done business with the Company or its affiliates?

Yes No if yes, date(s) and name L‘J’/)Cﬁ\ oY i

[—

Location &md.k}gsc\l ! o Hosition: if_zc:bm;(g h, BAQ_QOFJ( Ana u&‘\' CQ

Are you acquainted with :Vetated to any employee of the Company or is affitiates?
Yes No If yes, please identify peraon and relationship

EDUCATION AND TRAINING (When applicable to job applying for only)

SCHOOL NAME CITY & STATE MAJOR COURSE DEGREE/DIPLOMA/GED*
OF STUDY RECEIVED (IF ANY)

ng‘frsxf‘h ', UM \Ag M\ i\\y’ 'ACcounxxma Qﬁ\i‘f—fi}“‘s '-Dp\l}ﬂ“,\ﬂ_
foe Upyizady [N NN A(‘mm%ﬁf) TR A

Graduate School

Business, Techrlical (\ e ) h
or Trade Schoal Ane | eeSIMSE CCAACONE -~
Other Professional/Accreditations or Licenses: D \ LY

Other Job Refsted Training Completed:

Activities, Honors, Offices held that are job related: (You need not identify any religious affiliation or other infarmation
which might indicate information about race, religion, religious creed, color, age, sexual orientation or preference, national
origin, marital status, gender, ancestry, disability or handicap, veteran status or any other classificaticn protected by
federal, state or local law).

indicate stale granting GED.
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EVPLOYMENT HISTORY (Beagin with the most recent posiftonl;

List all employment for the past seven years and explain any gaps it such employment. You may include any verifiable
work performed on a volunteer basis. You may exclude affiliations or volunteer work which might indicate race, religion,
rexligious creed, color, age, sexval orientation or preference, national origin. marital status, gender, ancestry, disability or
handicap, veteran status or any other classificalion protected by fedaral, state, or local Ia\ydditiona! forms available.

Ma2y we tontact your present employer at this time? Yes No
1. EMPLOYER: Address
Business Name Number/Street Cily/State/Zip Code
v
Ltr‘ ) \-{L'C:v d loun{ AN \1

Supervisor Dates

DQ\“-’» Qusge. \ me

‘-k\m:a \—\rar‘\

Job Title Reason(s) for Leaving
Lﬁ*ff’_\ Tec:\ﬂm\m\Suppof# /—\m S-{— &
2. EMPLOYER: Address -
Business Number/Strest City/State/Zip Code
(\\ emﬁjf\l\l Lﬁvxigc\fbo\ 54] V\°f+hsjr(t€+ M\/LM'\ o1z
Prone i Supervisor Dates 0"}

Frem:

&ZZA L) N>\ l\g‘é{;é /\/\cxrgqrcjr P ,t\ To: ,71_@2__
Title Reason(s) for Leaving
‘p C\nggjr r_:\) Qﬂ@f‘c}ﬁm\ zc::\"\oh

3. EMPLOYER: Address
Business Name Number/Street City/State/Zip Code i
Fhone No. Supervisor Dates /
From;
Yo __f
Job Title Reason(s) lor Leaving

U.S, MILITARY SERVICE
8Branch Military Specialty Highest Rank

Special Training/Service Schoot attended, if job related:

Are you prohibited from or limited in your performance of any job duties for our Company by fcontract or arrangement of
any kind that you have signed? Yes_ No

(if yes, please provide a copy of the agreement to us {o evaluate).

You are requited to abide by all lawful, enforceable provisions of any contract you entersd,
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Please read the following statements carefully and sign the acknowledgment below.
1. 1 certify that answers given herein are true and complete o the best of my knowledge.

2. | understand that any false or misleading information given by me or any material omissions made by me, in my
Appiication, during interview{s), or in the Company's pre-employment screening process, may result in my not being
hired or later discharged.

3. | authorize the Company or its agens 1o conduct such investigation of the information | have provided
in-this Application or any other information it deems necessary for determining 'my eligibility for ermployment
with the Carmpany including information about my character, background, creditworthiness, general reputation,
personat characteristics, or mode of living. | agree to indemnify and hald the Company harmiess against any
liabifity which may result from making such investigation,

4. | understand that this Application is not a contract of employment nor is it intended to be a contract of
employment, | understand that if | am offered employment and | accept, 1 will be an "employee-at-will,"
having no specified tarm, and whose employment may be terminated at any time with or without notice, cause, or
liability. | also understand that this aspect of my empioymen! may not change absent an individual written agreement
signed by both me and a Company officer, direcior or authorized designee.

5. 1 understand that, if hired, | am required to abide by all rules and regulations of the Company and that !
will be responsibie for the care and return of any equipment or other Company-owned property issued to
me during rmy employment, | also understand thal the Company and ils benefit plan administrators retain the
rmaximum discretion permitted by law to interpret, administer, change, alter, amend, supplement, or discontinue any
policy. procedure, of benefit,

6. | will be able, if hired, to certify that t am authorized to work in the United States of America and
understand that in accordance with the Immigration Reform and Control Act of 19886, | will be required to
provide timely docurmientation of identity and employment eligibility,

7. | understand that the Company desires to provide a "substance abuse free” workplace. | understand that as an
applicant | am subject to the Company's pre-employment substance abuse policy and that if hired ) will be subject to
additionai Company poticies regarding substance abuse, Furthermore, | understand that as a condition of
employment, | will be required to present myself al a time and place directed by the Company for a pre-employment
drug test to determine my illegat or unauthorized use of drugs. 1 acknowledge that if | refuse to submit to such a test or
test positive, | will ineligible for funher consj loyment with the Company, in accordance with

the Company's pfe-empl / /
i A / Late r; /7/ 04
ega|

L/Narﬁe/ ate Si ned/
The Company is committed to a polity of fondiscrimination in its emplgfment and personpiet practices.

Applicants are considered for all employmeant without regard to race, color, religious creed, religion, citizenship,

sex, national origin, ancestry, genetic predisposition or carrier status (ie: sickie cell trait, Cocley’s anemia or Tay-Sachs
disease or atypical hereditary celiular or blood trail), age, marital, familial, or veteran status, liability for service in the
armed forces, iearning disability, affectional or sexual orientation or preference, past or present history of physical or
menial disability (inciuding mental retardation) or any other ¢characteristic prolected by federal, state or focal law.

Applicant's
Signature

Thank you {for 1zking the time to complete our Employment Application,

Thiz Employment Application will only be valid for 80 days from the date of the Application. If you wish to
be considered for employmant subsequent to that date, a new Application must be completed.
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JAO734



Case 2:15-cU#€3x#058- DRIS;AXTCubentbieri@iI2 (Hied TOMW TSP &pd 30062826 PagelD #:

Pate:
Name:

Hire Date:

Length in Current Position:

Job Title/Grade:

Prior Cormective Aclions:

1749
CORRECTIVE ACTION

Counseling Discussion - Attendance

10/16/08

Dorothea Perry

07/19/04

| year, 3 months

Technical Support Rep. 1WGrade 14
06/18/07 - Verbal Waming - Attendance

09/19/07 - Counseling Discussien - QoSD
09/25/07 - Wntten Waming - Attendance

Schedule: Monday, 6:30 p.m, 10:00 p.m., Tuesday - Wednesday, 8:00 p.m.
12:00 a.mn., Saturday, 5:30 pm. 12:00 a.m.
Discussjon:

On 10/16/08 T had a conversation with Dorothea regarding her attendance, specifically her inability to
arrive to work on-time. Since January 1%, Dorothea has been late for her shift on 56 occasions totating

201 rninutes.

T explained that Cablevision's values anticipate their commitment to providing outstanding service to
our customers. Dorothea is aware that attendance is vita) to the operation of the Call Center and that
her presence here at the start of her shift 1s required. 1 advised Dorothea that if he is absent, late or
leaves early again he is subject to further disciplinary action up to and incliiding termination.

(_A ?@g ﬁé-;

/aA/Aé’

Supervisor

Date

Exh. No: L Raceived —-Hejectad ...
Case No.: C}q (‘Zd /\.SYJ_(/;(
Case Name: & Li()

No. PG Deto L/, Fap.: L0
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Employee Performance Improvement Plan

Name: Dorothea Perry
J-lire Date: 02/01/04
Prior Corrective Actions: (06/18/07 - Verbal Warning - Attendance

09/19/07 - Counseling Discussion QoSD
(9/28/07 - Written Warping - Attendance
10/01/08 - Counseling Discussion - Attendance

Previous Performance Evajuations:  07/01/08 - 3.5, Achieved Expected Performance. Needs
improvement in TAHT, QoSD and Knowledge Check.

/o"‘

v/
Exti, No: L Feealved. ./ _ fe e
CaseNo:_29_( 1 1575

Case Name:_..C3C. Hp [id,
- P Data'%‘l&i/ 3. Rep.: YA,
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Performance trnprovement Plan

Date: 02/23/09

Name: Dorothea Perry

Hise Date: 02/01/04

Job Tile/Grade: Technica! Support Rep. 11/Grade 14
From: Eric Schilling

The following Performance Improvement Plan has been prepared 1o assis! You in meeting the standards
of your pasition. You are cirently not meeting the company standards for TAHT and QoSD. You
will be piven up to 60 days to improve your performance.

During this period, your supervisor will meet with you on a bi-weckly basis to assist you with the
Performance hmprovement Plan outlined below. Your supervisor will also make himself avatlable to
discuss any other matters that might arise in the normal course of business. The following areas listed
below are in need of immediate improvement.

Problem How to Correct F}:’::f:tf‘:z
TAHT

09/08 - 132.4% Dorothea needs 10 improve her nme per call by Goal = 110%

10/68  126.1% determining which troubleshooting behaviors need

[1/08 - 116.8% o be modified. She should follow the

12/08 -~ 125.9% troubleshooting guide to quickly evaluate the issue.

01709 - 118.1%

02/09 - 131.1% (MTD) .
QoSD

09/08 -3.17 Dorothea needs to improve her closing to abways Goal = 3.23

10/08 - 3.21 include the test for excelience and the proper way

11708 -2.83 10 1ntroduce the survey. In addition, during

12/08 - 3.06 troubleshooting, she should explain the steps and

01/09 - 3.10 document Remedy completely and accurately.

02/09  3.00

‘This Plan is designed to help improve your performance in the above stated arcas within the next 60
days. 1f you are unable 10 improve and sustain improvement in the designated areas or if you engage
in any conduct that violates the Company’s Values/policies, (during this pertod and thereafier), you
will be subject 10 further corrective action up 10 and including termination of your employment.

I have read, discussed and undersiand the contents of the Performance Improvement Plan. |
understand that any further occurrences of the above-referenced performance issues, any failures to
improve in the designated areas, 1o sustain inproved performance, or (0 comnply with the Company's
Values and pohicies may lead to further corrective action, up to and including tenmination of my
employment. My follow up meeting is scheduled for March 9, 2009,

JAQ738
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Extension of EPIP

This note to file is notification of the extension of the previously issued EPIP, which originally ended
April 20, 2009. At that time, the goals were not met. This additional exiension is in effect for 30 days
beginning May 4, 2009, There will be weekly review meetings and the expectations are as follows:

TAHT QoSD |
0:/,\/?1' T/E)g =110% >3.23
0?,?;,!09 £H0% 2323
oé\/;;}/log <110% 23.23
o@%?’ég 2110% 23.23
LMI\(;Z;P 53"' <110% 23.23

I have read, discussed and understand the contents of the Performance Improvement Plan. |

understand that any further occurrences cf the above-referenced performance issues, any failures 10

improve in the designated areas, to sustain improved performance, or to comply with the Company’s

Values and policies may lead 1o Further corrective action, up 1e.and including termination of my /\.’Zﬁ

cmployment.
Zmployee’s Sig a%;/_oj ale: 5/‘?/@:)
M

Supervisor: Date;_ @5 D'-f'-“@?

-mployce cornments:

(%ﬁ/wwmm | Q_,QZML}")")

L(.f(’
@(DSO é‘m Crremsy 07/ ﬁ/ﬁaﬂﬁi&
i olrohia f .
CLAW&. <
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Dhate:
Naine:

Hire Date:

Length in Current Position,

Job Title/Grade:

Prior Corrective Actions:

Schedule:

1758

FORMAL WRITTEN REPRIMAND
Verbal Warning - Attendance

07/01/09

Dorathea Perry

07/19/04

4 years, | 1 months

Technical Support Rep. [1/Grade 14

06/18/07 ~ Verbal Warning  Attendance
09/19/07 - Counseling Discussion ~ Efficiency
09/25/07 - Writen Warning Attendance
10/G1/08 - Counseling Discussion - Attendance
02/25/09 EPIP - Procedure (TAHT & QOSIDY)

Monday, 6:30 p.m. - 12:00 a.m.
Tuesday - Wednesday, §:00 p.m. - 12:00 am.
Saterday, 3:30 p.m. - 12:00 a.m.

As a {ollow-up 10 your Counseling Discussion on 10/01/08, this Verbal Warning outlines your
continued pattern of excessive late aivals. Since your conversation with your Supervisor on
16/01 /08, you have arrived late on 75 occasions totaling 279 minutes.

Late:

10/04/08 - 5 mines
10/07/38 - 1 mipute
1020/08 - 2 minutes
10/23/08 - | minute
10/25/08 - 3 minues
10/28/08 - | minute
11/03/48 - 9 minutes
11/05/08 - 3 ininutes
J1/10/08 - 1 minute
11/11/08 - | minute
1171548 - 1 minute
F1/17/08 - | minute
11/18/08 - 3 minutes
11/19/08 - 1 minue
11/24/08 - 4 minutes
13/25/08 - 6. mimutes
11/26/08 - | minute
12/01/08 - 20 minutes
12/02/08 7 minutes

12/03/08 - 20 minutes
12/10/08 | minute
12/16/08 - 2 minutes
12/22/08 - 2 minutes
12/23/08 - 5 minuies
12/24/08 - 4 minutes
12/28/08 - 1 minute
01/04/0% - 5 minutes
01/05/09 - 1 minute
01/07/0% - 1 mipute
01/10/09 - 2 minutes
01/12/09 - 16 mimnes
01/13/09 | minute
O1/14/09 - | minute
01/20/09 - 1 minute
01/21/09 - 2 minutes
01/25/09 - 1 minule
01/28/09 - | minute
01/31/09 - 1 minute

02/02/08 - | minute
02/03/09 - 2 minutes
02/04/09 - | minute
02/11/09 - 4 minutes
02/17/09 1 minute
02/18/09 - 1 minute
02/23/09 | minute
03/04/09 8 minures
03/18/09 - | minute
03/21/09 - | minute
03/25/09 1 minute
03/31/09 4 minutes
04/01/09 - 6 minutes
(4/08/09 - 1 minute
04/13/09 - 2 minutes
04/14/09 - 1 minute
04/15/09 3 minutes
04/20/09 11 minutes
04/28/09 1 minute

04/29/09 - 3 minutes
05/04/09 - & minuates
05/06/09 - 3 minutes
05/12/09 - 1 minute
05/19/09 - 2 minutes
(05/20/09 - 1 minute
05/27/0% - 1 minute
06/02/09 2 minates
06/03/09 - 7 minules
06708/09 - 1 minute
06/09/09 - 2 minute
06/10/09 - | minute
06/15/09 - 22 minutes
06/16/09 - ] rminute
06/17/09 - 6 rinutes
06/23/09 - 6 mimnes
06/24/09 - 2 minutes
06/29/09 - 20 minutes

Eyh; Nﬂf‘ ' ; el Hﬂ}ectad_..__
Casa No%ﬁf /] 74 b7

Case Name: CIC._2% /) -
No. Pgs: Date: ?/z:t:f/\- Aol 3
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In the meetng on 10/01/08, the importance of attendance in the Call Center and reporting (e work on
the days you are scheduled, and your pattern of arriving late were emphasized. During the conversation
vou stated vou would make the effort to improve. You were asked if there was anything your
supervisor or the Company could do it assist you and you declined these offers of assisiance.

We expect that you will improve you attendance tmmediately, As outlined in the Employee Hand book
on page 40 the Company has the Tight to expect an employee to amive to work at their schedvled shift
time. As a TSG Customer Service Represemative, we have obligations o maintain FCC regulated
ASA. Your inability to arrive to work impacts that service record as well as our Value 10 provide
exceplional customer service.

A7-07-0%
Date

o3|l

Emplovee Relations Manager Date
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FORMAL WRITTEN REPRIMAND
Final Written Warning - Inappropriate Behavior

Date: 03/18/10
£xh. Nolrz_:._@., Recalved .— Rejected —uwm
Name: Dorothea Perry
Cage No.:
Hire Date: 07/19/04 Cuse Name's:
MNo. Pgs:
Length in Current Position: ] years, 8 months
Job Title/Grade: Technical Support Rep. I1/Grade 14
Prior Corrective Actions: 06/18/07 - Verbal Waming - Attendance

09/19/07 - Counseling Discussion - Efficiency
09/25/07 - Written Waming - Attendance
10/01/08 - Counseling Discussion - Attendance
02/23/09 - EPIP ~Qo8D & TAHT

07/01/09 - Verbal Warning - Attendance

Schedule: Sunday, 5:30 p.m. - 12:15 a.m., Monday, 7:00 p.m. - 12:15 am.
Tuesday - Wednesday, 8:00 p.m. - 12:00 a.m,

This Formal Written Reprimand/Final Written Warning outlines your inappropriate behavior. On
03/15/1 0 while signed into Aspect, you were witnessed by TSG Manager Tara Schiraldi using a Iaptep
computer on your desktop, while on the phone with a customer. TSG Supervisor Charlie Wright
appraached you and asked why a laptop was on the desk and was told that you were working in the
registry. He then asked you to put it away and that electronic devices are not allowed on the floor.
You then replied, “What is the problem? I'm only working in the registry”. Charlie informed you that
a manager witnessed you using the laptop and that nothing good is going to come from this. At this
point, you removed the laptop from your desk and placed it into a case. This will be your final
oppoituttity to improve.

Cablevision expects that you will refrain from these types of behaviors in the future. As outlined in the
Employee Handbook on page 40 the Company has the right to expect adherence to Company rules and
regulations and a commitment to provide outstanding service to our customers. Your inability to
display professional work behavior and to give your customer your undivided attention is a violation of

those values,

Any further infractions will lead to additional disciplinary action yp to and including termination.

S/23/0
Daie

o3 /24/[3

Date
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Paul Argyropoulos Managemem Pohcies and the Final Written Warmng

LT P WU e i e o T 2t Ty = 2TV g R e e s e AT e

'%
2
From:  Dorothea Perry <dorothea perry@verizon.net> '§
To: <phali@cablevision.com>, <pargyrop@cablevision.com> :
Date:  3/24/2010 3:42 AM 8
Subject: Management Policies and the Final Written Warning [

Good Morning gentlernan: I write to you about a recent set of incidents that I have E .-S
encountered, and my placement on a final written warning. On March 23, 20101 ¢ 3
met with with Gina regarding a laptop that Tara observed on my desk. On the date © 8
documented in a final warning read to me by Gina in the presence of Charlie Wright,
Tara reported to Charlie that [ had a laptop on my desk. On the date documented,
Charlie Wright then approached me and saw the laptop opened to the registry, He
told me that “Tara came to him and freaked cut about the laptop” Charlic asked
that I close the laptop which 1 did immediately but not before showing him the
screen. It was opened to the registry. I explained ] was reading the Microsoft

code. No further discussion ensued that day about the matter. 'For your information,
the laptop's OS was completely disabled /nonfunctional.

On my last one-on-one with Charlie we discussed the matter of the laptop again. He
cenicurred that he saw a registry, He explained the position of the company and |
informed him that I would never have a laptop on my desk again. [ inquired

of him why Tara, a manager, didn’t address the issue with me immediately instead of
sending him back. He could offer no explanation. Charlie and I discussed the term
“electronic device I asked if my phone was on my desk and I had to refer to it for the
calendar would that be wrong, considering Cablevision has locked the standard
windows calendar that allows me a quick reference? He only informed me that he
didn’t know why the calendar was locked. Iasked him if I read a Kindie, electronic
book, would that be frowned upon. I recall him saying reading a book could be a
problem. T told him in a very open conversation, and I might add respectful as it
involved an exchange of ideas, that [ didn’t agree that reading could be harmful.
Based on the principle that reading could be an issue, that explains why [ was
approached by Argent once who wanted to know what the paperwork on my desk
was, He asked if | was studying. I was in fact reading Management Principles oddly
enough. At the point of Argent questioning me, | was reviewing the Management Grid
and gaining a grasp on McGregor's concept of Theory X and Theory Y styles of
marnagement. ] finally understood what was going on with supervisors at
Cablevision. 1surmized that the supervisors do not understand where they stand on
the management grid or the concepts of Theory X and Theory Y [ expressed my
opinions regarding these theories to Charlie during the one on one. At the
conclusion of the one on one Charlie indicated that he didn't know if they would take
the laptop issue further which kind of shocked me. If1 had committed an aggregious
offense e.g reviewing porn or even surfing the internet I could possibly understand
taking the matter further. Taking the matter further because someone was looking at
a registry 1 explained to Charlie I couldn't understand but then again that's the
produce or perish, all employees are bad concept of management

On a more positive note, during the one.on one with Charlie [ presented some

file://C:\Documents and Settings\PARGYROP\Local Settings\Temp\XPgrpwise\dBA9BA 15,  4/5/2010
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I hope you can find it in yourself to receive this communcation with an open mind and not to see it as a
direct challenge to management. I, like all, would simply like to be able to work with peace of mind, in
a team spirited environment with managers/supervisors that seek to counsel and mentor and allow me
room for growth. I think the Theory X, produce or perish style of management at the Call Center which
is so obvious and innate should and eventually will be phased out. 1 can not work, I can not sleep, I can
nat focus, | can not enjoy my time at work knowing 1 am the subject of someone or a group of persons
scorn or contempt.

Thank you again.

file://C\Documents and Settings\PARGYROP\Local Settings\Ternp\X PerpwiseMdBAAQT725.  4/5/2010
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ideas to make the call center floor work more efficiently which could potentially lead
to reductions in expenses. Now would not be the time to go into detail about this but
I'm sure if he is questioned he could elaborate on the conversations both good and

l_)ad.

Let me advise you that I had previously asked to be transferred from under Charlie’s
supervision because although I had worked with Cablevision for approximately &
years he had never gone out of his way to even so much as say hello to me. Upon
becoming my supervisor he introduced himself as Charlie Wright and within 5
minutes advised me that I could be placed on an EPIP if my stats were not up to par
and the EPIP would not be renewed. I discussed the matter ,which [ considered a
threat, with Rich {manager) because | was afraid I'd be targeted, I was a llittle shaken
up by that introduction. Rich advised me that he would consult with management
on the issue. | heard nothing more of the request and after several days I asked Rich
about the status of the switch. Rich advised me that someone should have gotten
back to me and that he would check. After some consideration, | advised Rich I
would try to work with Charlie so [ would withdraw my request. I really dida't want
to cause any unnecessary problems for myself. Idid speak to my previous
supervisor, Anthony, and informed him that | thought my days were numbered
because Charlie reported to Gina and that in the past it seemed that | was targeted
for termination already by her handling of previous EPIPs for QOSD and AHT

During that time although I'd meet my goal for one but not the other {having missed
AHT by 1 point) I was put back on the EPIP for both because, as it was explained, "we
can not break up the set” For 3 months I was a nervous wreck and sick with
anxiety. And then I met my goals after working aggressively, with no direction or
assistance from my supervisor or manager, to remove myself from an EPIP. And then
something wonderful happened, a minor shift change granted me a reprieve. 1 had

a new manager and a new supervisor. Under Arithony and Rich my stats

improved. I felt a breath of fresh air and gained renewed faith in management ori the
call center floor. Anthony worked to help me understand how to reach the necessary
goals. T would say that Anthony and Rich were fair but firm. Anthony encouraged
teamwork and demonstrated himnself to be a true team leader, A 9/9 supervisor.
Because of Anthony's hours I would occassionally defer requests or questions to
Chet, my previous supervisor, but was met with some disdain for no apparent
reason. He once responded that ! should address a credit request to my

supervisor. He refused to help me. Upon the change of supervisors I noticed that
Chet would not speak to me for reasons that I couldn't understand. [ believe Chet
thought I requested a new supervisor and took offense to the change,but I had not
made any such request. | questioned Anthony why supervisors would not speak to
subordinates and how a supervisor could go six years without ever speaking to
sormmeone. [ explained that I've seen several supervisors some | know and some I don't
know e.g Eric, Carolyn, Val and himself, go out there way to engage people they work
with whether they were on their teams or not, real team leaders. I've seen managers
meet subordinates with smiling eyes, and nods e.g. Kathy, Rich and forgive me for
not knowing his name, the other manager that looks like a Soprano star. But then
there are the supervisors that simply refuse to speak thereby not showing techs the
same smile they ask techs to give to customers verbally on the phone.

As I suspected long before it happened | would again be brought to Gina's office for a
reprimand. A final warning. [ advised Gina that I would not sign the final warning
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because I thought 1 was being target for dismissal and the final warning was
discriminatory and the information contained in it was flawed. She inchaded quotes
from Charlie Wright that was absolutely incorrect. As I explained my position in a
tone that could not be classified as threatening, she refused to listen to me, she
talked over me, and she offered her reason as to why the laptop incident would not
be taken lightly. She explained "You're being given a final because you've been here
long encugh. " She gqualified the term electronic device when | asked why others
were not being given final written warnings for the telephones on their desks in plain
view, some of which are highly intelligent e.g Androids, Iphones etc which have far
more functionality than a six year old laptop. She explained "a laptop is different,
and even though Charlie saw the registry we can't say what you were doing before
then" She went on further to say "people could be stealing client material® ]
suggested that an electronic device whether it is a laptop or a smart [phone/Android
phone, absolutely has to warrant the same discipline and that you can't target one
person without addressing all the other devices or else it is simply an act of singling
one out” Gina thought I was being disrespectful because | was offering my opinion.
I asked to be allowed to speak, not just to offer my opinion but to be treated with the
courtesy of being an adult and not a child. I explained that il [ was an insubordinate
employee that when Mr. Wright asked me to close the monitor I would have gave him
lip service. She asked what | did when he did approach me. [ answered "irnmediately
adhered to his requests and authority and closed it" Again at this point I explained
to her that the Theory X position was counter productive and not good for employee
moral, and that supervisors/managers should take the position of mentoring and
counseling unless acts are so aggregious it would call for nothing more than a
extrerne management decision. [ suiggested that "pulling an employee's coat tail to an
-act that could be detrimental to their employment was far different than pulling the
rug (rorm under an employee during the Nations difficult econony which alfects large
masses of American people, | went on to advise her that although I've seen a
manager with a phone viewing pornography I said nothing. Although I've discussed
the matter with other people I did not report the supervisor because he has a family.
Nor did I report a particular supervisor I suspected of drug use in the ladies room
because I could not absolutely attest to drug consumption.

I suggested to Gina that employee moral could be improved by managers/supervisors
developing a better relationship with the techs. Gina defended herself by saying she
has a wonderful relationship with many techs and she speaks to them all.

I responded "You don't speak to me", and she interjected "You dont speak to

me" This speaks to the enormity of the situation at hand. [ am not a good person ,
and I don't deserve to work at Cablevision because "l don't speak”. Gina suggesteed
that other techs visit her office when they have time, and on their breaks. [asked
her "when do | have time?" [ realize now that the people that [ am in trottble with
are all the women that I don't take cnough initiative to speak to. Tara, Gina, and
there are at least a couple of other supervisors [ have not taken enough time to
*speak to” because I've been so busy. So what does this have to do with anything? !
am not being judged by the type of tech | am but by my abilties to acknowledge and
speak to and befriend supervsisors.

I appreciate your attention so [ am going to take this special opportunity
to give kudos to one of the most special manager [ have encountered at
Cablevision. -Kathy exudes professionalism, strength and a pure knowledge of the
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managernent principles that will take Cablevision to the next level. She didn't wait
for people to approach her and befriend her. She smiled, acknowledged us, and
would speak in passing. Tough as nails but fair. You always knew where you stood
and never feared a conspiracy against you.

I am sorry | have been judged, targeted and that my intelligence, and fearless
attempts to offer opinions have cast me in the wrong light.

I took this opportunity to say all that I could possibly remember at 3:00 a.m in the
morning because | feel when all the information is deciphered, something will come
out of it to improve the call center. Employee moral will be greatly improved,
superior supervisors will be identified, and others will receive appropriate
management training, and policies will be reviewed to allow for equal treatment of all
employees and prevent the singling out because "you've been here long enough", or

"vou don't speak”

I would love to speak to either of you separately or collectively at your earliest
convenience, Forgive any typos as it is late, ] am tired, and still a little upset by all of

this.

Goood night, and thank you for your attention.

Doraothea
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From: Dorothea Perry <dorothea.petrry(@verizon net>

To: <phali@cablevision com>, <pargyrop@cablevision.com>, <phall@cablevision.com>,
<pargyrop{@cablevision.com>

Date: 3/24/2010 12:35 PM

Subject: Management Policies and the Final Written Warning (part 2)

When | rethink the situation at the Call Center I can not think of anything 1've done to offend anyone.
Whal | have asked for of management are the same things management has asked of me when dealing
with customers.

1. A smile or gentle nod of acknowledgement. Exh. Nom Received _..!é ejectod
2. Assurance of help g::: :::mec S

3. Allow the customer to speak without interrupting No. Pgs:_..g.z.»-—_[)a .%ﬁ

4. Act professionally when dealing with difficult situations.

5. Do not yell at the customer

6. Keep promises.

I learn by management's example. How can | portray to a customer what is not being portrayed to me.
Gina spoke down to me, she spoke over me, she interrrupted me. She sought to demean me and punish
me as she would a child. | advised her in the most respectful way that | could that I was a woman.

What have | asked For that has not been reasonable?

What 1do think is unreasonable and illegal is Tara and Gina's qualification of the terms "electronic
device" just for me. The distinction betweeen a mini-~computer or patm held computer/phone from a
larger laptop, and the direct statement "1 am treating YOU this way because you've been here long
enough to know" Every tech, male and female, of ell races, creeds and colors have been given the same
statement and the rule should apply to one as equally as the other whether they've been here for 6
months or G years. [ allege that is not the case, and for that reason | am offering this information to
confirm my belief that I am a target for termination.

I affirm that the statements contained in the legal document Gina has prepared and presented to Human
Resources are inaccurate. [ affirm that [ did witness a supervisor perusing pornography on his hand
held. I affinm that I did see a supervisor and her friend in the bathroocom on more than one occassion the
same day acting suspiciously but can not swear to seeing drug paraphanalia. T will suggest to you
though that not everyone would pass a random drug test if given.

1 do not have a history of being deemed a problem employee. 1 take my job and responsibilies
seriously. | do have a history, if you will, of filling up the suggestion box with ideas. In short, I believe
in the Theory Y style of management. All employees are inherently pood and only egregious acts
against the company warrant consideration for termination e.g stealing, assault, drug and alcohol
consumption.
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COUNSELING DISCUSSION
Perfermance
Date: 06/08/10
Name: Dorothea Perty
Hire Date: 07/19/04
Length in Current Position: 1 year, 10 months
Job Title/Grade: Technical Support Rep. WGrade 14
Prior Corrective Actions: 06/18/07 - Verbal Waming -~ Attendance

09/19/07 Counseling Discussion - Efficiency

09/25/07 - Written Waming - Atiendance

}0/01/08 Counseling Discussion  Attendance

02/23/09 - EPIP - QoS> & TAHT

07/01/09 - Verbal Warrung - Attendance

03/18/10 Final Writien Warning - Inappropriate Behavior

Schedute: Sunday, 5:30 p.m. - 12:15 3.m., Monday, 7:00 p.m. - 12:15 am.
Tuesday - Wednesday, 8:00 p.m., - 12:00 am.

Discussion:

On 05/10/10 I had a conversation with Dorothea to discuss her incorrect documentation of Remedy
Slow Speed troubleshooting. Iexplained the company's policy regarding the need of proper
documentation of Slow Speed calls and Dorothea advised that she understands the policy. [t was
explained to Dorothea that she has been coached on this behavior previously and has shown
improvement in the area and needs to continue 10 do so. Dorothea had 2 errors on 05/09 causing the
improper tracking of slow speed in these areas/accounts, The importance of proper documentation of
calls, aliows the department to track trends in areas troubled areas.

We cxpeet that you will improve your performance immediately. As outlined in the Employee
Handbook on page 39 the Company has the right to expect a commitiment (o provide outstanding
service to our customers, Your inability to meet or exceed departmental goals impacts sur Value to
provide exceptional customer service.

Supervisor
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CORRECTIVE ACTION
Verbal Warning - Performance (TAHT)
Date: 03/10/11
Name; Dorothea Perry
Hire Dét;:: 07/19/04
Length in Current Position; 2 years, 8 months
Job Tite/Grade: Technical Support Rep. [I/Grade 14
Prior Corrective Actions: 06/18/07 - Verbal Waming - Attendance

09/19/07 - Counseling Discussion - Performance (QoSD)

09/25/07 - Written Waming - Attendance

10/61/08 - Counseling Discussion - Attendance

02/23/09 - EPIP - QoSD & TAHT

07/01/09 - Verbal Waming - Attendance

03/18/10 - Final Written Warning - Inappropriate Behavior

06/08/10 - Counseling Discussion - Performance (Remedy
Pocumentation)

11/07/10 - Counseling Discussion - Performance (TAHT)

12/05/10 - Verbal Warning - Performance (Remedy
Documentation)

12/06/106 - Counseling Discussion - Failure 1o Follow Procedure

Schedule: Sunday, 5:30 p.m. - 12:15 a.m., Monday, 7:00 g.m. - 12:15 a.m.,
Tuesday - Wednesday, :00 p.m. - 11:00 p.m.

Discussion:
As a follow-up to the Counseling Discussion on 11/07/10, this Verbal Warning outlines your continued
pattern of poor performance. Since the meeting with your supervisor you continue 10 fail to meet the

departmental goal for TAHT.
TAHT 9‘-
s - Ext; ﬂi B . '
Date | Goal | Abtual . Casenen Recaivad &, Rejected ...
ase Nuo.:.,

12/10 |<110% | 122% Cﬂ“?wmfaf?isziwﬁékgﬁaaﬁﬂ%ﬁ )
No, Pgs‘@Datg@Zﬁﬁm;m

0111 1 2110% ) 120%

02/11 :’SI]O%i 121%

In the previous meeting, the importance of performance in the Call Center was emphasized. D"uring
the conversation you stated you would make the effort to improve.
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We expect that you will improve your performance immediately. As outlined in the Employee
Handbook on page 37 the Company has the right to expect a commitment to provide outstanding
service to our customers. Your inabilify to meet or exceed departmental goals impacts our Value to

provide exceptional customer service,

Any further infractions will lead to additional disciplinary action up to and including termination.

Sitap Wetf 3l

Supervisor ' ] Date

JAO760




Case 2:15-00#%0%6-DEIS; AOEuUDent RGN 2 (it d T2 T5P R 8Mm0RE26 PagelD #:
1775

Exhibit A1l
R-13

JAO761



Case 2:15-cu#€3#056- DRI8;AXTCubent @12 (Hikd TONW TSP &pe? 6 oo 828PagelD #:
1776

Tara Kniss - Re! Response to your email to Jim Dolan

From: Tara Kniss

To: Dorothea Perry

Date: 3/5/2012 1:10 PM

Subject: Re: Response to your emall to Jim Dolan

Dorothea,

Please let me know if you would like to speak with me regarding the concerns you ralsed in your emall to Mr,
Dolan and when you are available this week.

Thank you,
Tara -

>>> Dorothea Perry 3/4/2012 11:15 PM >>>
Hi Ms, Kniss:

I am surprised to have received a response from you on Sunday. [ have had the opportunity to express some
of my concerns about TSG, in the presence of Cablevision's assigned lawyers, last fall during my NYS Human
Rights interview. I probably came off as belng emollonal and completely unprepared as 1 trigd to explain the
department. It Is so really hard to express to outsiders what exactly is going on in this department that I

was frustrated. I had no hard evidence, just speculations. I could not produce records because documentation
is withheld from us, even as it pertains to us. 1 do not have any have a report card to refer to.

Most people can not Identify with the psychological impacts of a given sltuation unless they have dealt with
personally. I believe most TSG representatives are of one accord when it comes to identifying the problems.
I can contact you this week for further discussion if you would like.

Thank you.

> Tara Kniss 3/4/2012 8:08 PM >> >

Hi Dorothea, .

I ampart of corparate HR not TSG HR, Would you like to set up a time to speak over the phone about the
concerns you raised 1o Mr, Dolan?

Thanks,
Tara

--=--Qriginal Message-----
From: Dorothea Perry
To: Tara Kniss <TKNISS@cabievision.com>

Sent; 3/4/2012 8:03:46 PM
Subject: Re: Respanse to your ernail to Jim Dolan

Hi Tara:

file!//C\Documents and Settings\TKNISS\Local Settings\Temp\XPgrpwise\dF54C142C3P.  3/7/2012
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1 understand that Mr. Livotl would like for me to speak to you regarding my letter which was written to Mr,

Dolan. OF coursa | would tike to but my experiences with T5G's division of Human Resources has jeft me very
distrustful.

Please take a look at previous conversations which 1 have had with human resources director Paul Argyrapoulos
(see below), which dafes over a year, My utilizing the open door policy to voice complaints landed me with yet
ancther write up, Initiated by Paul who professed innocence for any part of the write up. He blamed it on my
"managernent” but I was sitting with Charles Wright for my one on one when the order came from "Paul” to
write me up. 1 believe it was In retaliation for me voicing my complaints about TSG and an attempt st
psychofogical terrorism and intimidation. My experience with TSG Human Resources is that they will resort to
lies, cover ups, and acts of Intimidation to keep the staff in order, and when that does nat work they simply
manipuiate the stats to remove those targeted for dismissal,

The Information transmitted in this emall and any of its attachments Is Intended only for the person or entity to
which It is addressed and may contaln information concering Cablevision and/or its affiliates and subsidiarles
that Is proprietary, privileged, confidential and/or subject to copyright. Any review, retransmisston,
dissemination or other use of, or taking of any action In reliance upon, this information by persens or entities
other than the intended recipient(s) fs prohibited and may be unlawful, If you recelved this in error, please
contact the sender immediately and delete and destroy the communication and alf of the attachments you have
recelved and all coples thereof.

----- Forwarded Message --—-
{(Me to Paul)

In fight of all our conversation, by no stretch of the imagination do 1 believe this is a battle nor would I ever win
if it was. I am simply letting my feglings be known through the open door policy. I believe the treatment I am
being subjected to here at Cablevision is psychological terrorism and with that being said I thank you for your
attention,

It is an "inappropriate” write up when the procedure of sending an email upon arrival was suggested by
representatives of Cablevision i.e my superviser, as itis also inappropriate to manipulate reports (1 e QOSD) for

the purposing of putting people on corrective action. 1think the latter could definitely be considered as
orchestrating a termination.

I'm not one-for being paranoid, but I am a little uneasy here and feel targeted by management for properly
using the open door policy to voice my opinions. I feel a steaithy presence of harassment In the alr and 1 is
mentatly unsettling,

>>> Paul Argyropoulos 12/20/2010 11:31 AM >>>
Dorothes,

The "write up” was not suggest by me, but when asked by your management team if it was appropriate, 1
answered that it was. The Employee Handbook states that employee’s must call prior to the start of their

shifts. In the past 4 months, there have been 21 oceasions In which you have either arrived without calling
SPOC or notified SPOC after you arrived.

You aren't being punished for not having & phone, In fact you have not been issued a comective action, we have
counseled you on the proper procedure of notifying the department prior to the start of your shift shouid you
not be able to imake it here on-time, This Is a consistent practice that we have done with other employees,
Going forward, if you aren't able to make It to the call center for the start of your shift, please contact us prior
to the start of your shift,

Paul Argyropoulos
Director, Administration
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TsG-Jerlcho & CSOC
{516) BO3-0606
pargyrop@cablevision.com

>>> Dotothea Perry 12/8/2010 12:21 AM 55>

I now have a write up for having a defective phone, documented with AT&T, and no money 1o replace it as of
yet. The write up appears to be suggested by you. Is this correct? Just another example of exactly what I've
written about. I do not think I should speak to you any further about my issues, I'd rather speak to a
psychologist. I do not believe there Is anyone that can be trusted at the TSG management level. My other
options would be to take my Issues further up the ladder, There is a culture here at TSG that is dangerous, and
I feel constantly threatened.

>>»> Paul Argyropoulos 12/7/2010 3:58 PM >»>
Dorothea,

I' take a look into the Issue, I will be out of the office beginning tomorrow and returning next Tuesday, so T'f
touch base with you when I have some information.

Paul Argyropoulos
Director, Administration
TSG-Jericho & CSCC

{516) 803-0606
pargyrop@cablevision.com

>>> Dorothea Perry 12/7/2010 12:22 AM » 2>

I allege that I was curiously recelving low scores for quite a while until my supervisor addressed the matter with
the supervisor in charge of QOSD only after he had another lead review the quality of my calis then yet another
QOSD speclalist do the same. Nelther of them couid understand the low grades, Afterwards my grades shot
up. THEN again a series of bad QOSO scores despite no change in my delivery nor performance,

With respect to the slow speed Issues, I've been told the workaround to this problem (and yes there is always a
workaround to everything around here) is to not use the slow speed codes thus preventing a mark against me If
I fail to use a drop down box. 1 do not use workarounds though.

1 a!lege that some of the numbers are skewed, My schedule was modified months ago, my avaflability and
adherence was affected, and this matter was never retroactively fixed, despite it being proven that the fault was
with Cablevision employees.

In short ] believe we only have control of our attendance, our KC scores, and cur TAHT until the numbers begin
fo get massaged,

>>> Paul Argyropoulos 12/6/2010 11:02 AM >>»
Dorothea,

So we are on the same page, are you alleging that the employees that scores your QoSD are intentionally
grading your QoSD scores low to prevent you from progressing?

1 took some time to do some research and since June, you have made 4 slow speed documentation errors (16
for the year). If your customer's issue 1s slow speed, I would recommend using the appropriate slow speed
codes. If you follow the procedure, and add in the appropriate Information including speeds, then you will be
fine,

Paul Argyropoulos
Director, Adminlstration
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TsG-Jericho & CSOC
(516) 803-0606
pargyrop@cablevision.com

=»> Dorothea Perry 12/6/2010 12:19 AM >>>
Good Moming Paul:

1 have been speaking to Charlie about some ssues that greatly concern me involving my career prograssion
dashboard, 1 made the mistake of advising him by way of emall how close I was to progressing having met al
but 1 (TAHT) of the goals for progression, Since that time I've noticed that other scores, which T was not in the
least concerned about, have plummeted. I do not suspect Charlie has anything to do with the submission of
scores, nor the manipulation of data because he seems just as bewildered as 1. Nonetheless, there fs something
that is suspiciously wrong. 1 am not a conspiracy theorist but neither am 1 afool I can control certain
categories on the progression dashhoard making those scores Irrefutable, however, there are others scores i.e
QOSD which are highly questionable and I suspect the low scores are acts of malice. Why? I can not be certain
but probably because 1 am not In the "clique”. I have never had any Issues with the staff here at Cablevision
outside of expressing my honest viewpoints to management. Then there are other scores, Le # of calls
transferred to the survey, which helps to derive the SER score that I know is not being accurately prasented, As
1 told Charlie in the past, I am transferring EVERY call to the survey. How are these numbers so low? I have

for many years maintained a low profile. My goal when I come to Cablevision is to work, not win. popularity
contests or join "cliques”.

With respect to Including slow speed scores in Iny remedy documentation, that too, makes me absolutely
paranoid. I've heen advised by some people not use the slow speed codes to avoid Issues with management
but in my position that would not accurately present the subscribers issues for me to avold a code because I am
paranoid to use it, I know I am presenting the subscribers issues so I am surprised when I show up on a
report. Do I'have to screen capture every slow speed ticket 1 create to protect myself? Do 1 not use it? And
why would 1 get a write up if the last missing code was In June? which was 6 months ago?

What I am saying in short Is that T suspect acts of retaliation which are definitely contrary to your "Integrity
Matters” campaign, 1 would like the issues looked into.

Thank you,

>>> Tara Kniss 2/28/2012 3:37 PM >>>
Hi Dorothea,

My name is Tara Kniss and T work on the Employee Relations team In Corporate (Bethpage).
1 am in receipt of your emall to Jim Dolan and would like to set up time to.speak to you at your convenience,
Please let me know what days and times work best for you,

1 fook forward to hearing from you,
Thank you.

Tara Kniss

Tara Kniss, PHR

Empioyee Relations Manager
HR-C&C Corp

{516) B0O3-3012
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NEW YORK STATE
DIVISION OF HUMAN RIGHTS

NEW YORK STATE DIVISION OF

j eIt URS ' o lai £ . ‘ L
HUMAN RIGHTS on the Complaint. of VERIFLED COMPLATINT
Pursuyant T.:c*tiv;
DOROTHEA PERRY, SUsTl-. tD mxeoUblive

Complainant Law, Article 15 21
Rk Fe f E)(h ND%‘ Rec
- *i sfvad —»--:H/
v ‘ Case No. Caza'No.:__ clected.
CABLEVISION SYSTEMS CORPORATION, 10145106 ‘3“9Nmﬁe‘:-§q{144Q{z>yﬁﬁx

Respondent No. PQS WDateﬁ%ep et

Fedex al C‘harae No. 1668103544

1, Dorothea Perry, residing at 74 Tapscoit Streetf, Brooklyn, NY,
11212, charge the above named respondént, whose address is 200 Jericho
Quadrangle, Jericho, NY, 11753 with an unlawful discriminatory practice
relating to employment in viclation of 'Article 15 of the Executive Law
of the State of New York (Human Rights Law) because of age, disability,
sex, race/colocxr ' '

Date most recent’ or continuing disfrimination took place is
6/1/7011 '

The‘ailégatith'aré
PLEASE SEE ‘COMPLATINT AND. ATTACHMENTS

Based on the foregeing, I charge respondent with an uniawful
discriminatory practice: relating to ewployment because . of age,
disability, sex, race/color, in wvioclation of the New York State Human
Rights Law ({(Executive Law, Axt;c;e,l4), Section 296

I alse charge the above-named respondent with violating Title VII' of the
Civil Rights Act of 1964, as amended (covers race, color, creed,
national origin, sex relating to employment) I also charge the .above-
named respondent with violating the Americans with Di sabilities Act
(ADR) (covers disability relating to employment) I also charge the
above-named respondent with vieclating the Age Discrimination in
Employment Act (ADEA) as amended (covers ages 40 years of age or ‘alder
in ewmployment) I hereby authorize SDHER to-accept this verified
complalnt on behalf of the U- 8 EHqgual Employment Opportunity Commissidn
(EEQC) subiject to the statutory limitations centained in the \
aforementioned law(s).
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New York ‘::tate Division of Human R]ghts REGION 1A
Complaint Form REC EIVED

CONTACT INFORMATION JUN © 8 200

My cqatac information: ! g, DN @[ | BROOKLYN REGIONAL OFFICE
Name: DLSD \Q@'ﬂ \’)’@ [oW \ & | .
Addrass: (v[ L" ) A“D\S C@) ++ Sﬁ'—ﬁv . Apt arFloor &

Ciy: %b’um ‘ | Sm{e:"—_\[;% 2in “; {.8‘\

REGULATED AREAS

I Bflieve t was discriminated against in the area of:

Employment | Education . (3 'Volunteer firefighting
1 Apprentice Training ‘1| Boyeotting/Blacklisting L Credt.
[ Public Accgminadations 1| Housing O “Labot Usion, Emplaysient:
[(Ristaviants, stores; hotgls, movie | Agericies: ’
‘thedters smusemernt parks, &it.). 03| Commierial Space. - ‘

f-am Filirig a camplamta inst: | RS e R
Comipany or Other Narne: ﬁ C..,}') (? athicre) (‘f} {\\] kj\ W
Addesss DO i \E(‘l C%Cﬁ @\A%C\f‘&-’?ﬂﬁ/@ t |
Clty\)ﬁrl . h (o Mmﬂ Zip: __WJ
Telephons Number:. 5 'QJ %05__ _(Q(bﬁ%

{area coue}

!ndnvndual peopte who discrimlnatad agamst me:

Name; " : D7 Name
Title: H Q Title:
DATE OF DISCRIMINATION
‘The most recent act of discrimination happened on: Q }‘%2 ) { ‘ ,
' ‘ ' menth day year
1) 7 = S 2 M l 3
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BASIS OF DISCRIMINATION

Please teil us why you were discriminakad'again’st by chaoi:('iﬁg“o_'ne ormore of the boxes helow.

You do not need o provide |nformain:3n for gvery typeof diScnm ination on this list. Before you Chﬁmk a
box, make sure you are checking it only if you believe if was a razson for the discrimination. Please
B look at the list on Page 1 for an explanation ef each type of discrimination.

Please fote; Some types of discrimination on this Hst do not applv to aH of the regulated areas listed on Page
3. (For example, Conviclion Record applies only to Employment and Credit complaints, and Famifial Status is:
a basis only in Housing and Credit compiamls) These exceptions are listed next to the types of discrimination

‘below.

/ I believe wa$ dsscr:mmated ‘against because of my:

Age (Does not appiy ta Public Accommodations)-

Date of Blrth \
WG

= Genetm Predaspos:tnon (Emp!oynmnr only)

Pleasa. specufy

O A:‘-;est Record (Only for Employmerit, Licensing,

v

ang Credif)
Please specify:

u| Mantal Status
Please spemfy

[;_J Convucuon Record (Emplovinent ahd Credtl oniy)
Plaase specx‘y

"EJ Mnhtary Status,
i ieas& spemfy

D Creed ! Rel:glon
Please specxfy '

al Nat" hal Ongin
' ’Please specufy

(Emplpymant ohly)

E] Domestnc Violence Victim Status?

Please specify:

; ‘Udc:\-
P!ease pemfy m/male w Male

] Pregnancy
=) Sexual Harassment

Cl.

1

& Familial'Sfatus [Mousing and Credit only) -
Please specify:

D _Sexual-(_i)nentatlon,
‘Please specify:

Retaliatmn {if you filed a discrimination case bafore or halpod soméone olse with a discrimination case, or
repuded discrimination due to race, sex, or any other category fisted above).

Ple#ase specily:

Jinformation only for the type of discrimination that relates to your complaint.

@ B’efbre”ymt turn to the next page, please check this list to make sure that you provided

B

5 i ) v Lo 4.

Rt i el
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EMPLOYME NT DISCRIMINATION
Piease answer the questions od this page only if you were discriminated agamsr in the area
of employment. If not, turn to the next page.

How many employees does this com ‘
a) 1-3 b) 4-14 &) 15 of mele -ty 20 or mose

—.

Je) Don't know

??you currently working for the com'pany'?
Ye

- YES .
Date of hire: (% CQ—ED i What ssyourjob ttle? If‘C\’?ﬂlac«_ S:\’fw
al

- lda year m 35
[ No
Lastday of work: (.. . . . L } What was your job titie?
Month oAy year '
3 1was not hired by the company
Date of application; (. . - N R §
" Montn © laay year

ACTS OF DISCRIMINATION |
What did the 'h’e‘féohkbmpaﬁy:yé U'are comb'_l'a.i.hihg-'agaih"st do? Please check all thatapply.
TTRefised tohira mie: it o -
(J Fired e / Jaid me o
[J Did not call me béck afier a tay- -off- :;
[ Defnoled me. 5
O Suspended mé

O3 Sexuatly harsssed me. I .
Q@a‘rasséd or intimidated me (othef than sextal Harassment) "y “'\‘b lﬂ‘Lu” . CL(\ACL(‘)
[ Derited me training. _ accemeo, Qf?‘\ m}> (éciueﬁf" ,
[ Denied me a promation or pay i'aisé' ' ;.

Q Denied mé leave time or. Gther bengfits

[J Paidmea lower salary thar oter workers in my same titte

[} Gave me diffarent or worse job dut;és than olher workers in my same tltle

!Q/émed mé an accommodation for m‘y disability %m\ ou:\‘ du‘"\ [e T 0'?(&1(‘:?"
‘é‘e“l‘s dv\se it 1o “+alle mcci?

£ Denjed me ah accommadation for my religious practs

1 Gavemea dnsc;phnary notice or neglatlve performance evalustion ‘
- . H ) T .
, et T m-smerv& sm OJ‘\ &S% Cl A

| \;L f’—chco_l SR

T
ok \Q ‘OJ j
CC@rzr“;o tor\S 1o e

desPor
aRLON S Y S o et Se
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.DESCRIPTION OF DISCRIMINATION: - for all comglaints (Public Accoinmodation,
Employment, £ducalion, Housing, and all'other requlated areas listed on Page 3)

Please tell us more about each act of discrimination that you provided infrmation about on
Pages 3 and 4. Please include dates, names of people involved, and explain why you think it

was discriminatory. PLEASE TYPE OR PRINT CLEA RLY

flecse See 1\\c¢r~m‘\—we A‘\%m%@&

- Do BENEVE That st LJ(E,% oo
QMJ\"&/& &C&L?W}acl( (605 QQ—S\E(—\{—%

G&Gbé ___Lf uuCz__g ;}waﬁ%&,&é. Koe‘.c:.%hsc

ck- camc\, Q.S wrQA
S\ aun ‘TBA iy P
}:ﬁd %\a ViSter ‘D

Sable )o \c_\er" e P

T ap L\T .Wtéz’;.q'.r“‘ o
o é e
’{;\QS bﬁ\.énﬁcff\ :
SIS CCE. 1 i ds, QL
with p\jumiefj\%*\r'

~

T

g

Cqb\ewsmh em \ S YYETe, YYE L TV e
ANLOYTE Y Y P ﬁi’_cﬁf\ﬁﬁa Qq,\ SfL\Pf’éJ(“;- Srwfb

[N

.

if you need more space {0 write, please continue wriing on a separate sheet of paper and ‘attach it to the
complaint forrm. PLEASE DO NOT WRITE ON THE BACK OF THIS FORM.

0 past oyod, Pis 7
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| -
NOTARIZATION OF THE COMPLAINT

Based on the information contained in'this form; i charge the &bove-ramed Respondent with an uniawful
discriminatory practlice, in viclation of the New York State Human Righis Law.

By filing this complaint, | inderstand H‘l'—"t | am also filing my employment complaint with the Unitéd States
Equa!l Employment Opportunity Commiission under the Americans With Disabitities Act (covers disability
related to employment), Title Vil of the| Civil Rights Act of 1964, as amerded {cavers race, color, religion,
nattonal origin, sex ratating o employment) andfor the Age Discrimination in Employment Act. as amended
(covers ages 40 years of age or older in employment), or filing my housing/credit complaint with HUD under
Title VIif of the Federal Fair Housing Act, as amendad (covers acts. of discrimination in housing),as applicable.

This’ complaint wili protect your rights dndar Federal Law.

| hereby authorize the New York State Division of Human Rights to accept this complaint on behalf of the U.S.
Equal Employment Opportunity Commission, subject {o the statutory limitations contained in fhe
aforementioned law and/or {o aceapt this compiaint on behalf of the U:S. Department of Housing and Urban
Deyelopment for review and add:ﬂona}lﬁlmg by them, subject lo the statutory limitations contained the in
‘aforementioned law. ' ‘ '

| have not filed any other civil action, nbr do | have an action pending before any’ admlmstrahve agency, under,
any state or local law, based upon this 'same uniawful discriminatary practice

| swear under penalty of perjury that | am the complainant herein; that | have read (or have had read to me).
{he foregoing complaint-and Knaw lhe contents of this complaint; and that the foregoing is true and correct,
based.on my current knowledge, inforpeation and belief,

Subs ed and sworn before fie-
This 5 "ay of Siupe 2011

Signature of Notary Public

County. Compmission expires:
I e Zhe
Comunisstonen of Deeds, Citg af N e Yark
. L NOS4ISE
1 Cort. Filed in New Yark County
Commisoion Expives 10-01-2012

Please note: Once this forni is ‘hota"riz*ed and returned to the Division, it becomes a
legal document and an official'complaint with the Division of Human rights. After the
Division accepts your complaint, this form will be sent to the company or person(s)
whom you are accusing of d:sxl:nmmaf;on

Toomy rmvisush oo i 8

JAO772
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From: Dorothea Pesry (dorothea. perry@verizon. net):
To: info@laborlawsny.com;

Date: Sat, June 4, 2011 12 59:41 A'VI

(1 o .
Subject: Worker's C‘ompemanon Retalition, HiPPA Law Vlolat;ons ADA violatioas

Good Morning,

My name is Dorothea Perry; 44:years old and 1 live in Brooklyn New York. 1
work for Cablevision of NY in the TSG (Technical Support Group). | have been
with the company as a par’( time.employee.for-7-1/2 years. On May 3,2010 fell
while working resultingin a number of medlcai problems. My case is before the
Worker's Compensation Board, and we-are, )ust figuring up the: % of loss that my
judgment will be based on. For'the seven years that. | worked with Cablevision |
never revealed to.anyone that | had'a full:time job. Itwas: only revealed recently
during the Worker's: CompenSanon Hearing when both Jobs were calculated by
the Workers. Comip Board to determme the salary by which'a Judgment would be
based. g

‘While this Compensation olaim has been p]aymg out, I requested a mroal
aocommodahon which was ‘approved: based on the'injuriés and side éffects: 50f
various medicines-that | have 1o take to control: pairtand anxiety:: The
actomicdation ' was fold by, my: human resources depa“_ﬁéﬁf‘would be.
determined through my: submissions of medical documentation'to Genex,
Cablevision Team, and mdepéndent medical-examiner: Offsite: After, tearmng of
my-other job through the compensation ¢ase, Cablevxsnon has sifice begun
questioning my need for a medical sécomimodation; ‘and altholigh the:
accomodation was approved through June 30th, Cablevision-has requested that |
submit more medical. documents including: doctors aﬁxrmatlons test resuits, lab
results;, and doctor's notes. | submitted three doctor's affirmations and over 30
pages of medical documentation but was’ then:asked by Cablevisior to have.
personal conversations with-my doctors: Neéedless to say. | feel as if this
harassment is in part retaliation bécause of the Worker's Compensatlon Claim |
filed and their realization that the judgmentwould be far more than they
anticipated: Their requests and barrage ‘of €mails to my home email account and
work email is disturbing, and as I've advised them in the past bordertng on:

harassment. .

In‘the course of exchangmg ema:ls Wwith' one ‘of the humarn'resotrées:
managers about this accommodation, L was advised:-that the human resdurcés
group were "in possessmn" of one’ of my doctor's reports. | demanded to kriow:
how they came to be in posséssion of such a document to which they replied, it
don't know" l'advised them they were in violation of the HiIPPA laws because at
no time did | authorize them to obtain such records nor did'| hand over such:

hitp://us.mg207 mail.yahoo corvde/launch? partner=vz-acs& gx=1& rand=0b929¢ 1 dbvérg o 1
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As you can see there are Co‘unt!eSS issues that | am seeking representation
on. Since our group is non- umomzed Cablevision's MR group for TSG makes no

gualms about harassing and in

txmzdatmg staff. The issues have led to serious

anxiety for me, and | am tired of being made to feel afraid that | have done
something wrong when | have-not:

Please review my request fo
can help me. | can be reached

Thank you for your attention|

Sincerely yours,
Dorothea Perry

rrepresentation and contact me.if you believe you
at (917) 328-3442,

hitp:/fus mg202.mail yahoo.com/de/ latitich?. partner=vz-acs&.gx=1& rand=0b929¢1dbvirg 'G'I/?S/igl L
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----- Forwarded Message 2---

From: Dorothea Perry <dorothea.perry@verizon.net>
To: Karen Terlizzi <KTERLIZZ@cablevision.cormn>

Sent: Mon, June 6, 2011 10:22:58 AM

Subject: Re: Fwd: Re: Your accommodation

Thanks for explanation bl left an appllcatlon for worker $ compensatton not
a medical report. | never authonzed Cablevnsuon fo review or bé'in.
possession of my medical files. And it dossn't make sense that if

'you are aware of the HiPPA laws, in your position, that " you would maintain
such files whether it's in a leave file or a personnel file. Any file maintained
by Cablevision with my medical records that | did not authorize is illegal.
Furthermore, it seems that you-are makmg personnei décisions based on’
said file in addition to the' mermation prov;ded to you by Génex. If you
were eager to return the document you would have mailed it to me when 1
questioned why your possession of this filé,

Dorothea Perry
Veritas et Aequitas

From: Karen Terlizzi <KTERLIZZ@cablevision.com>
To! Dorothea Perry <dorothea.perry@verizon, nat>-
Sent: Mon, June 6, 2011 928,27 AM
Subject: Re; Fwd: Re: Your accommodation:

I have asked to talk with you as its easier to provide the info yoware questioninig and allow for’
follow up questions during the conversation rather than rely om étiail back’ and forth: ‘The
medical document I have, which I have offered to return to you, is not i Your personncl file, but’
in your leave file; two very separate folders, stored and locked in separate: arcas. After much
thought about it, I believe it was something you left behind herc at work, you: rcahm.d what you
did; cailed our RM desk tosee if it-could be Iocatcd and i put a mESsage out 10 sups’
something of yours of a persondl flatute Was Jocated; that it should be rctumed tome. It was 16&
under my door in an unmarked cnvelope;” Thought I sent a message to you thit the infy was
found, but this was so long ago that T wouldn't havé that info, Please advise if you would like it
returned fo you..

We'll let you know what GENEX's update i3 once we get it Thanks for the heads P

Kar en.

W e 2

>3 Dorothea Perry <d0rothea perry@#enzon net> 6/3/20] 111:47 PM >>>
Thank you for the inforration Karen. | do nat believe there is anything |
should meet with you about. |-am sending Genex 30 pages of professional

" PR JAQO775



|
Case 2:15-cU€@058- DRIS; AT uDectfieriBill2 (Hiked T2/ 5P Rp88 02826 PagelD #:
1790
| 'l

Dorothea Perry |
Veritas et Aequitas |
i‘
|

_____ — BT O g S A e et W e e e

From: Karen Terlizzi «\KTERUZZ@cab!éwsm com>
"To: "<Dorothea Perry" <dorothea.perry@verizon.net>,
Sent: Tue, May 17, 2011 4:28:54 pM L.

Subject: Re: Fwd: Re: Your acccjmm'odation';i

T understand and appreciate your fmstrations wﬂh the ’Jccommodatxon Process, however, we are
committed to offering a\.commodauon within the parareters of the medical profesqzonul' ‘
opinion-given the medical diagnosis, treatments, testing, tlmely progress updates 2te, prowded
to GENEX (Cablevision's lndependént Medica) Advisor). Frequently we have to ask for
additional information or clari ﬁcat;on so that GENEX can evaluate the casc and advise us as to,
how we can reasonably a«.commodate a reguest. Our materials are self eXphcit (see letters and
Policy statement attached) as to what information 'should be provided to GENEX  You have the
contact information.for GENEX and, 'you should feel freé to talk with Sabme Charles, one of our
dedicated representatives to belp you and: your prov1ders undcrstand what they are looking for.

You may want to talk with her to upclhta your HIPAA mformatmn (if nccessaw)

We have advised you that no current healthcarc provider has offéred the information that aTIving
late daily is required. GENEX's :rcvx%w of information provided to them in December 2010 and
again in May 2011 does not provide |that detail. 1t is our expectation that you have a conversation .
with your medical team advmng themn of your daily accommodahon reqmremcnt and ask them.
to provide that updaté to GENEX., Ihlndcrstand 35, tough to predict We are hot looking to.
deny you the time, but sitnply ccmhrm that timie, you have used and 'will nce.d going forward i§
appropriate and to be expected given‘ your condmon and pmgnosn

In resporise to your questions below, 'Yes, GENEX is obligated to keep your records:
confideritial. GENEX does not forward medical records to Cablevision. We do have in file a
copy of a completed Health Care Provider Medical Statement dated 12-21 -10 from Dr. Eugene
Liu, 62 E 88th Street, New York, NY. It is unclear to me how. this document was received.

Please feel free to call me if 1 cari hcl{pfurther

Karen B. Terlizzi

Manager, Human Resources’
Cable & Communications I
(516) 803-0699.

kterlizz a)cablewsxon .COm-

>>> Dorothea Perty <dotothiea.perry@veérizon.net> 5/17/2011 2:30 PM >>>
| have an appointment with the EEOC to have them help me understand
your requests. As | already have an accomodation, | believe you have

JAO776
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Dear Dorothea:

This letter is to inform you that as of December 30, 2010, the following accommodation has been
approved: intermittent time off. This accommodation has been approved for the duration of 6 months,
through June 26, 2011, Whan calling into SPOC, please use Accommodation to report your absence.

i

If you request or will require accornmodation beyond the duration set forth abave, you and/or your
health care provider must provide GENEX services Inc. with the specific duratian of your
accommodation request, by June 26, 2011, in order for'us to detefml‘ne whe.ther fche above’
accommodation can reasonably be extended.

If you have accrued sick tife avaitable, you mist exhaust such greviously accriied sick time concurrently
and in conjunction with any permd(s) of absence taken pursuant to the above acccrnmodation If you
have cther paid time available to you (+ e., accrued unused vacat:on or persona[ days} pfease adwse
your SUpew:sor/manager if you would hke to substutute aii or part of ym;r unpard absence{s w;th pa:d
tihe during your approved accommodatlon penod

Please feel free to contact ine at (516) 803-0690 6r Karen Terlizzl at {516) 803-0699 if you would like to.
discuss this matter further:

..)“

Sincetely,

Scb;t Rosinger

Disability Analyst, Hurhan Resources

Octobet 26, 2010:

* JAOT77
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Cablevision Health Care Provider Medical Statement - Confidential

4. Please state if any mitigating measures, such as medication, also limit Ms. Pemy's 2bilty o perform
major life activities. If yes, please explain.

5. As explemed abiove, Ms. Perry has requested an lnterrmttent !eeve of absence Please state the
duration, if any, of Ms. Perry's need for a leave of absence fmm work and why thet Ieave will enable her fo
return to perform the essential funct:ons of her job with of without'a' reasonable acoornmodahen

6. Please stale any other alternative accommddations that could b made to dccommodate Ms. Perry's
condition in lieu of a leave of absence, or requested accommodation so that she could otherwise perform:
the essential functions of her job.

JAQ778
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The information transmitted in this email and any of its attachments is intended only for the
person or entity to which it is addressed and may contain information concerning Cablevision
and/or its affiliates and subsidiaries that is proprietary, privileged, confidential and/or subject to.
copyright. Any review, retransmission, dissemination of other use of; or taking of any action in:
reliance upon, this information by persons or entities other than the intended recipient(s) is
prohibited and may be unlawful. If you recejved this in error, please contact the sender.
immediately and delete and destroy the commurication and all of the attachments you have
received and all copies thereof. '

————— - Forwarded Message --—

From: Dorothea Perry <dorothea.perry@verizon.net>
To: Scott Rosinger <SROSINGE@cablevision.com>
Sent: Tue, October 26, 2010 11:18;25 AM

Subjact: Re: Genex contact Info

Thank you. | have a procedure scheduled tomorrow and planned gelting additional,
information from them to send out. It is just that there are’so many doctors scattered
around the boroughs it is hard to get to the all and get the needed information for the,
purpose of reporting the information. Some doctors also want to charge for coples of,
documentation,

vFrorn' Scott Rosinger <SROSINGE@cabIewslon coms>
To: Dorothea Perry <DPERRY1@cablevision,com> ;- Dorothea Perry «:dorothea periy@verizon.net>

Sent: Tue, Qctober 26, 2010 11:00;28 AM
Subject: Re: Genex contact info

Dorothea,

We will approve your intermittent leave for another 60 days since your doctor has not providéd:
Genex with a duration of time that you will need time off. An approval letter is going out to you.
advising you of the approval and what you will need to do if leave is still needed after the 60
day, 12/26/10.

Scott

Scott Rosinger.
Disability Analyst, Human Resources.
Cablevision Systems Corporation,
(516) 803-069¢

srosinge ca‘blevi‘sion,_g_g_’r_a

.

> Dorothea Perry <dorothea.perry@verizon. net> 10/22/2010 7:25 PM >>>

JAO779
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>To: dorothea.perry@vetizon.net. o
>8ent: Fri, September 10, 2010 10:32:57 AM
>Subject: Genex contact info

b

>Per our disqussion:

-

»Sabine Charles at Genex:
>631-851-9000 ext.2227
>Fax 631-582-5282

=Fax 1-888-430-6808

"n.f \vf

>Scott Rosinger

>Disability Analyst, Hurhan Resources
>Cablevision Systems Corporation
>(516) 803-0690
=srosinge@ecablevision.com

JAO780
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w—— ForWarded Message. ~-"

From: Dorothas Perry < dorothéa:per ry@verlzon netb-

To: Karen Tetlizzi aKTERLIZZ@cabIews:on com> o
Sent: Mon, June 6, 2011 10:22:58 AM- tad
Subject: Re: Fwd: Re: Your accommodation

Thanks for explanation, bl left an application for worker's compensatton not
a medical report. | riever. authonzed Cablevision tol review or be'in
possession of my medical ﬂles‘ And it doe e sense that if

you are aware of the HiPPA laws, in your posjti that you ‘would maintain
such files whether it's in a leave file or a personnel file. Any ﬂle mamtamed
by Cablevision with my.medical records that | did not authorize is 1llegai
Furthermore, it seems that you are makmg personnel dec;saons based on.
said file in addition to the information provided to'you by Genex.. If you
were eager to return the document you would have mailed it to-me when |
questioned why your possession of this file.

Dorothea Perry
Veritas et Aéqui't'a'si

From: Karen Terlizzi <KTERLIZZ@cablevision.com>"
Tt Dorothéa Perry <dorothea.perry@verizon.net>"
Sent: Mon; lune 6, 2011 9:28:27-AM -

Siibject: Re: Fwd: Re: Your accommodatior

I have asked 10 tatk with you as lfb easier to provxde the info you are questioning and allow for
follow up questions during the conversation rafher thad re,ly ort email back and forth. 'I*he
medical document I have, which I have offered to return to you, is not in your personnel file; but
in your leave file, two very separate folders, stored and locked in separate areas. After much
thought about it, Ibeiicve it was something you left behind here at work, you reslized what you
did, called our RM desk to see if it could be located and I put a message out to sups that if
something of yours of a personal nature was located, that it should be returned to me. It was left
under my door in an unmarked envelope. Thought [ sent a message 10 you that the info was.
found, but this was so long ago that ] wouldn't have that info! Plcase advise if you would Jike it,
returned to you.

We'll let you know what GENEX's update is once we get it Thaaks for the heads up:

Karen

>>> Dorothea Perry <dorothed.perry@verizonnet> 6/3/2011 11:47 PM >>>,
Thank you for the information Karen. | do not believe there'is anything |
should meet with you about. | am sending Genex 30 pages of professional

JAO781
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From: Karen TE‘I’IIZZI <KTERLIZZ@cablevmon com:>
To: Dorothea Perry <dorothea.perry@verizon.net>,
Sent: Thu, May 19, 2011 1:15:35PM

Subject: Re: Fwd: Re: Your accommaodation .

Tried to reach you at about 11:30 arh to see if we could talk through your qucqnon‘: and
concerns. Your home number on file just rang and rang, and 1 called your celf (?) 917-328-3442
and left a message for you. 1 am leaving the office. now, tor fémamdm of the day and w111 be
back in tomorrow morning. My Friday is wide open if yon would 11kc to sug gcfst a timg and best.
number to teach you at we can talk then.

Karen

>>> Dorothea Perry <dorothea. perry(@ z)vmxon net> 5/° 19/2011 10:59 AM »>>

How does Cablevision déecide who has to’ submlt documentation with Dfﬂce'
visits, notes, ‘treatments, teStmg, tlmely progress updates &t tis my
understandmg that not everyone at'Cablevision who has FMLA aran’
accomodation has had to provide such’ detaned reports. In: many. cases the
affifrations have been enough forqualify or EMLA or an:
accomodation, Affirmationis’ from doctor's ar generally enough to be
submitted to'a ‘court of }aw why not Cablevmon?

Dorothes Perry:
Veritas et Aequitas.

from: Dorothea Perry <dorothea.perry@verizon.net>>
To: Karen Terlizzi <KTERLIZZ@cablévision.com>
.Sent: Wed, May 18, 2011 12:23:45 AM .

Subject; Re: Fwd: Re: Your accommodation

Karen: | believe you know that being in possession of my. PHi is'in Vlolatlon
of the HIPAA laws, as | never authorized Cablevision; to have access to
said files. The HIPAA laws are clear. My release was to Genex. |

am confused as to how such information came 1o be in your

possession. My leave file is also accessible by other members of the'
Human Resources group, thus on display to ¢ r'employees of
Cablevision. 1 have nofecolrse at this timé'but to file a complaint to the
U.S. Department of Health & Hifan Services. | feel that Cablevision has
violated my right to privacy being in possession of my medical
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Dorothea Perry
Veritas et Aequitas

From; Karen Terhzzn <KTERuZZ@cablewsmn t:om>

To: "<Dorothea Perry" <dorothea. perry@venzon nets
Sent: Tue, May 17, 2011 4:28:54 PM~
Subject: Re: Fwd: Re: Your accommodatson

1 understand and appl'é'é:i"ate your fristrations with theé dceomimodation proceds; however, we are
committed to offering au,cnmmodauon within the’ paramctcxs of the medical professional's
opinion given the medical diagriosis, tr eatmentb, tésting, Umely progre«s updates, etc. provided-
to GENEX (Cablevision's Independent M¢d10ﬂ1 Advisor). Frequently we have to ask for
additional information.ot. clanﬁcauo : g e.waluau the case and advme us as. to.
how we can’ reasonably actommodat '

d:,dmated wpre'sentatwes to heip you 'md your prowders . a‘what lhey urc Iookmg for.
You may want to talk with her to update your HIPAA information (1f necessary).

We have advised y(m thdt o’ Clirrent Healthicare plowder has pffered the information that AMVIng .

ldte dzuly is requ,_rcd Gl" NEX'S revww of mfon'natmn provzded to thcm in Deccmber 201 o and

Wlth your medlcd[ team advnmg tlmm of your daaly accommodatmn raqmrement ax,d ask them
to prov1de that updatc to GENEX. 1understand it ig tough to predict: Weare not looking to:

‘deny you the time, but sitply confirm thaf tiriie you have used and will need gomg forwarcl i§

'xppropnatc and'to be e:&pet,ted ngm your condltlon and’ progmsxs

In'responise fo yout questions befow, Yés, GENEX is oblighted to kccp your records
confidential. GENEX does not forward mcdxcal records to Cablevision. We do have in file a
copy of a completcd Health Care Prowder Mcdtcal Std"cmmt dated 12- 21-10 irom Dr. Eugene.
Liu, 62 F §8th Street, New York, NY It s unclear tc) me how th1s document was recc:mad

Please feel frée to call me if I'can help further.

Karen B. Terlizzi

Manager, Human Resources
Cable & Commmumications
(516) 803-0699

>>> Dorothea Perry <dorothea. perry@verizon.nét> 5/17/2011 2:30 PM >33
| have an appointment with the EEQC to have them help me understand
your requests. As | already have an accomodation, | believe you have
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Who wifl be receiving the documentation? Genix?

>>» Karen Terlizzi 4/27/2011 9:22 AM > %>
We'll await the update from your dectors. Any ides when that will e?.

>>> Dorothea Perry 4/26/2011 8:37 PM »5>

1 offered three doctor's write ups. One doctor was coniacted a5 10 the exact nature of the injury.: Each
of the three are in agreement that medication is necessary, and there is an injury that is valudated by the’
Worker's Comp Board. {'m not sure what you are suggesting but I de have recurring appom.tments to.
meet with these doctors and 1 am giving them the accommodation form once again. | take issue with
being advised by Human Resources as to when to medicate &5 they are not, to my knowledge, in a
position ta give medical advice. The injuries are stressful enough, the added stress of being queried
about injurtes that are already established merely exacerbates the anxiety.

After meeting with the last of the three doctor’s T will submit the forms ifi bne package.

>35> Karen Terlizzt 4/21/2011 3:38 PM >»> 0

We offered you accommodation and find that your actual usage is tnore frequent than the nead
described by your physicians. I have attached your etirme for the last few months. At this time we are:
asking for an updaté on your case and your current accommodat;on neads.

thanks:

‘>3 3> Dototheéa Pery 4/20/2011 10 06 PM >

I apprecnate the med;c.a! advice that’ you afe gavmg me, but’ at this t!me Tthink I wm ddhere to the' adwce‘
of the three or four phys;c:ans 1 am: seemg ‘who are’ experts i fi elds of ‘nedrology; pain management,
‘general medicing and chqropractlc care. If the dally accornmodatnon usage is riot adding up to°a lat of
time it seems that it is not éreating an uRde: hardship.’ The dlsabmty is vl eitablished. :Is there a.

problem?

>>> Karen Terfizzt 4/20/2011 8:24 AM > 5> _
Your daily accommodation use does not collectively add up to a lot of time, most late ‘
arrivais/accommodation are 1 hr or less, and perhaps meds can be taken at earlier times? You cah ask:
your dactor to provide an update to the info already given, We will ask for recert agait in late June,
thanks!

>>>"Dorothea Perry 4/19/2011 9:25 PM >>> | .. |

Okay, It appears to be premature but T am willing to get it doné, The doctors work independent of each
other, as such their evaluations, prognosis and prescriptions are mdepcndent They are all equally
important in my treatment path.

>>> Scott Rosinger 4/19/2011 8:03 AM »>>
Dorothea,
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Dear Dorothea:

This letter is to inform you that as of December 30, 2010, the following accommodation has been
approved: intermittent time off. This accommodation has been approved for the diration 6f & months,
through June 26, 2011. When calling into SPOC, please use Accammodation to report your absence.

If you request or will require accommodation beyond the duration set forth above, you and/or your
health care provider must provide GENEX services Inc. with the specific duration of your
accormmadation request, by june 26, ZQ 1, in order for us to deterinine whether the above
accommodation can reascmab!y be extended N

lf'you have acérued sick time available, you must exBaust such previousty accrued sick time concurrently .
and in conjunttion with any period(s) of absence taken pursuant to the above accommadation. ifyou
have other paid time ava:!ab(e toyou (| &., dccrued unused vactation or personal days) please advisé.

your 5upemsor/manager 1f you wouid ltke 1o substztute Ihorpart o'f"‘your unpand absence(s) w;th paad

tifme during yoiur approved accommodatnon penoa

Please feel frée to contact me at (516) 803:0690 or Karen Terlizzi at (516) 803-0699 if you would like to
discuss this matter further,

Scott Rosinger

Disability Analyst, Hufan Resourcés .

October 26, 2010
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September 15,2010

Regular Mail

Daorothea Perry _
74 Tapscott Street . N
Brooklyn, New York 11212,

Re: Approval of Accommadation Reguest

Dear Dorothea:

Thus Ietter ns w anform you that as of SaptemberiS 010' the follong accommodatlon has bcen
i E y_ed for the duratuon of 6 weeks )
] attime When calhng mto SPOC

piease use A:commodatuon to repor’( your absanca

If you request o will require accommodatmn beyond the duratlon sat forth abm.'e you and/or your'
heaith care pmvuder must provide GENE)( sirvices Iric. with the spean‘" ic duratno" "of your
accommodation request, by Ottober 22 2010 in ordes for us to determine whether the above
‘accommodation’can reasbhably be __extg_r_xded,

If you have aceried sick tinie available; you must exhaust such previously actrued sick time concurrantly
and in conjunction with. any period{s) of absence taken pursuant to the above accommodation, If you’
have other paid time available to you (i.e., accrued unused vacation or personal days), please advise
your supervisor/manager if you would like £ substitute ali or part of your unpaid sbsenice(s) with paid
time during your approved accommadation period,

Please feel free to contact me at (516) 803-0690 or Karen Terlizzi at (516) 803-0699 if you would fike to
discuss this matter further,

Sincerely,

Scott Rosinger Disability Analyst, Human Resources.
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Cablévision Health Care Provider Medical Statement - Confidential

4. Please staie if any mitigating measures, such as medication, alsd limit Ms. Perry’s abifly to perform
major ife activities. If yes, piease explain.

S

5, As explairiad above, Ms. Perry has requested an Intermittent leave of absence. Pléasé state the
duration, if any, of Ms, Perry's need for a leave of absénce from work and why that leave will enable her to
return to perform the essential functions of her job with or without a reasonable acconimodation.

6. Please state any other alternative accomimodations that could be riade fo accommiodate Ms. Perry's
condition in fieu of a leave of absence, or requested accommadation so that she could otherwise perform
the essential functions of her job.
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----- Forwarded Message ----

From: Scott Rosinger <SROSINGE@cablevision.com>»

To: Dorothea Perry <DPERRY1@cablevision.com:; dorothea. perry@verizon.net.
Sent: Thu, December 30, 2010 2:46:36 PM

Subject: Accommadation

Darothea,

Which doctor should GENEX talk with to tey to clarify their questions? You had 3 different
doctors provide medical information to them. It would be best if one doctor could give his
opinion on your medical issue to GENEX's satisfaction. 1 would also suggest that your doctor
could give a time frame of duration, 3 months, 6 months for exampie, we wouldn't have to go
through this every few weeks. Thank you and have a happy new year!

Séott

Seott Ros;n&cr

Disability Analyst Human Résources
Cablevision Systems Corporation
{(516) 803-0690
stosinge(@cablevision.com

The information transmitted in'this email and :my of its aftachments is intended-only for the
person or entity to which it is addressed and may contain information concerning Cablevision
and/or its affiliates and subsidiaries that is proprictary, privileged, confidential and/or subject to
copytight: Any review, retransmission, dissemination or other use of, or taking of any action in
reliance upon, this mfommtlon by persons or entities other than the intended recipient(s) 1s
prohibited and may be uplawful. If you received this in error, please contact the sender:
immediately and delete and destroy the communication and all of the attachments you have
received and al} copies thereof,

........ e vy PO mawmm

~~~~~ Forwarded Messagé ~---

From: Scott Rosinger <SROSINGE@cablevision.coms
To: Dorothea Perry <dorothea.perry@verizan.net>
Cc: Scott Rosinger <SROSINGE@cablevision.com:>
Sent: Fri, September 10, 2010 11:08:05 AM
Subject: Re: Genex contact info

Dorofhea,-.
Sabine at Genex has just*cohﬁfmcdjfééefpt'of yaur documents that was sent to them by you, I
will be sending you another letter advising the leave is reopened but still denied because of

insufficient medical documentation. Genex received you HIPPA form, healtheare provider-
statement from Dr. Dvorkina but only one office visit note. Genex will require additional
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The information transmitted in this email and any-of its attachments is intended only for the.
person or entity to which it is addressed and may contain information concerning Cablevision
and/or its affiliales and subsidiaries that is proprietary, privileged, confidential and/or subject to
copyright. Any review, retransmission, dissetnination or other use of, or taking of any action in
reliance upon, this information by persons or entities other than the intended recipient(s) is
"prohibited and may be unlawful. If you recetved this in error, please contact the sender
immediately and delete and destroy the communication and all of the attachments you have
received and all copies thereof.

.

=wee Forwardéd Message -——

From: Dorothea Parry <dorothes.perry@verizon.net>
To: Scott Rosinger. <SROSINGE @cablevision,com.
Sent: Tue, October 26, 2010 11;18:25 AM

Subject: Re: Genex contact info

Thank you. | have a procedure schedu!ed tomorrow and planned getting additional
information from them to send out, Itis just that there are so many doctors scaitered.
around the boroughs it is hard to'get to the all’ and get the needed information for the
purposé of réporting the mfo:matton Some doctors also want to charge for coples of
documentation.

———— - A e

From: S:cctt Rosinger <SROSING F@cabievaslon com:>

To: Dorothea Perry <DPERRY1@cablevision.com>; Dotothea Perry <dorothea, perry@verizon.net>
Sent: Tue, October 26, 2010 11:00:28 AM

Subject: Re: Genex contact info

Dorothea,

We will approve your intermittent leave for another 60 days since your doctor Kas not provided
Genex with a duration of time that you will need time off - An approval letler is going out to you-
advising you of the approval and what you will need to do if leave is still needed after the 60
day, 12/26/10.

Scott

Scott Rosinger

Disability Analyst, ‘Humadn Resources’
Cablevision Systems Corporation.
(516) 803-0690
srosinge@cablevision.cori

>»> Dorothea Perry <dorothea perry@verizon.net> 10/22/2010.7:25 PM »>>
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send thé form to me via PDF so that [ return'it to you promptly.

-

>Thank you.

>From: Scott Rosinger <SROSINGE@cablevision com:»

>To: Dorothea Pesry <dorothea.perry@verizon.net>

>Sent: Wed, September 13, 2010 1:44:25 PM

>Subject: Re: Genex contast info

>

>Dorothea,

]

~ =You are approved for the accommodation for intermittent time off. Please sign out or cal out
using accommaodation. ' '
>

=Seott

>

>Scott Rosinger -

>Disability Analyst, Human Resources-

>Cablevision Systems Corporation

>(516) 803-0690 '

>srosinge@cablevision.com

=
-
:} . .
>>>3% Dorothiea Perry <dorothéa.petry@verizonnet> 9/10/2010 4:25 PM >3-

>Please confirm with Sabine Charles that the documents have been received.

»From: Scott Rosinger <SROSINGE@cablevision.com>

»>To: Dorothea Perry <dorothea. perry@verizon.net>

>Sent: Fri, September 10, 2010 11:26:21 AM

>Bubject: Re: Genex contact info

>Please contact Sabine Charles at Genex to see'exuactly what is heeded from your doctar.
-

>Scott Rosinger”

>Disability Analyst, Human Resources .
>Cablevision Systems Corporation
>(516) 803-0690
>grosinge@cablevision.com”

v VoY

>>>> Dorothed Perty <dototliéa perry@verizonnet> 9/10/2010 11:22 AM >»>

=How many office visits are they asking for? Worker's compensation only requires a visit every .
5/6 weeks. How many doctor's affirmations do you/they need? Please advise. If you just need-
to know how rhany visits I've already had I can have my therapists and doctors indicate that. My
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»To: dorotheaperry@verizon.net
>Sent: Fri, September 10, 2010 10:32:57 AM
=Subject: Genex contact info

=Per our discuasion:

>Sabine Charles at Genex:
»631-851-9000 ext.2227

>Fax 631-582-5282

>Pax 1-888-439-6308

et

=Scott Rosinger .

>Disability Analyst, Human Resources
>Cablevision Systems Corporation
>(516) 803-0690
>srosinge@cablevision.com

4
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DEPARTMENT OF BEALTH & HUMAN SERVICES OTFICE OF THE SECRETARY,
Vaice - (212) 264-3313, (800) 368-10%8 Office for Civit Rights, Region 1}
TOD - {212) 264-2355, (A0C) 537-7697, Jacob Javits Pederal Building
(FAX) - (212) 264-3639 26 Fedeval Plaga, Swita 3112
gt wwew Jals. geviaer! New York, BY 10273

May 25, 2011

Ms. Dorothea Perry

74 Tapscott Street:

Brooklyn, NY 11212

Our Transaction numbers: 11-127850 (Geﬁm), 11-127857 '(‘C‘.able Vision of New Yark)
Dear Ms. Perry: R

Thank you for'your correspondence received on May 24, 2011 'by‘thell‘)epartz_ncm of Health and Human.
Services, Office for Civil Rights (OCR).

We are in the process of reviewing your corresposidence to'decide whether OCR Has auihonty and is able to
take action with respect to the matters you have vaised.

“When edifitacting this office. please remember to include the {ransaction fumber that wi have given your file.
That number is jocatéd in the uppér lefi-hand comner'of this letter,

If you have any questions; pledse contact us af the addréss and/or telephone mumbers listéd above.
Sincerely;
Linda C. Colér
Acting Regional Matiager

.Office for Civil Rights®
Region 11
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Exhibit A11
R-15
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Customer Service
(All Representatives)
Performance Appraisal

; [Employee and Organization information: J
Dorothea Perry Valmiki Mohip l %
Employee’s Name Appraiser's Name % \X

» 0.
) [}
Rep i - Tech Support 14 \'j ?.f &
Position Title Grade 5 Q%
2
Jericho 07/01/11 3 QR
Employee’s Location Current Appraisal Date Al &

u o Ry |
TSG | 07/04/10 Il
Department Previous Appraisal Date 288 &

N
Cable & Communications 07101112 3882
Business Group Next Appraisat Date

Appraiser; /W /[ Date:l %[ / H
Mvapdh  Dater é/} / L/

Date: 7/(2//1

L

§|
| Signatures: |

*Thao sigmaiure goss not necasaadly represent (ne’employee’s agraomn A th ihe sppalsal, 1 indicates that tg employee has read and recaived 8 COpy of the

sppeatsal.

Date reviewed with employee: _

[ A AT
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SECTION A - Evaluate Optimum Service and Operational Compliance using the scale below:

1 2 3 4 §
-Did Noy Achisve Partially Achlavad Achievad Expected Exceeded kxpetted Far Exceeded
Expecied Expected Performance Performanca Expacted
Perforrnance Perfomiancs Paformance

Calculate score: In Target/Responsibility Results area below multiply each rating by the listed
Target/Responsibility weight and Category weight to determine score. (e.g. Ax B x C = Score)

TAxBxC
i W ) © . =
Target ! Responsibility : Target | Category’
Resuilts 1 Rating | Welght | Weight | Score
Optimum Setvice — 40% of Performance Rating
Keeping your promus':‘.e 28 5% 400% 0.28
Customer Survey Rating
Efficient Detivery of ‘Support 54 259 40% 0.24
Aversge transaction time
Consistent and reliable service : o 5
Knowledge Check Average Score 4.3 25% 40% 0.43
Exceptional Customer Experience 0 0
Average BPA (soft skiils) score 3.1 25% .40 % 0.31
Total Optimutn Service Score 4 1.2
__Surh Optimutn Service Scares— Keepihg Promises, Efficiency, Consistency & Exceplional Service |

Operational Compliance —~ 40% of Performanca Rating

Availability ) -
% of Availability 48 | 40% | 40% | 077

Transactional Integrity
. : A 8 408 ,
Quality of Service Delivery Summary Score 3 50% 0% 0.62

Other
Call Center defined items of importance i.e., adjustrments, 30 10% 40% D12

remedy compliance& 1x charges

Total Operational Compliance Scorg)  1.51

Sum. Availabilily, Transactional fitegrity and Other Scores
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SECTION B - Key Effectiveness Areas and Behaviors

be provided in the comiments section.

Using the scale below, rate performance in each key effectiveness area by placing the
appropriate number in the rating box. Use the comment section available in area to provide
additional information. if the rating is below achisved expected performance, examples musl

1 2 3 4 5
tid Not Achlave Parlially Achleved Aghieved Expecled Exceeded Expatied Far Excaeded Expacted
Expected Expected Perlormances Performanca Parformance
Perfomance Perfarmance

|
|
|
L— ;
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Individual Effectiveness Behaviors Ratinyg

1. Job Knawledge
s Possess and applies job Knowledge and technical skills required to perform job functions
= Takes necessary s1aps 1o increase job knowledge and keeps abreast of new developments 4

Comments:
Dorothea has scored well for the year on her knowledge checks

2. Communicates Effectively
» Listens well and understands the needs of customers and others
» Expresses itdeas clearly and direclly
= Comrmunicales information in an understandable way 3
« Raesponds effectively to questlions
Comimants: Dorothea communicates well and expresses ideas clearly. She creatas good
rapportwith customers,

3. Plans Effectively
» Prioritizes work In support of department goals
* Anticipates problems and takes correclive action where possible
« Manages lime effectively, dsily and long term 2
+ |3 reliable and dependable with regard to schedule adherance

Comments:
Dorothea has heen placaed on a verbal warning for TAHT this review year,

4. Makes Results Happen
¢« Works efficienily while promoting custorner {internal and external) salisfaction
+ Understands own responsibilities snd takes aclion to produce resulls

i
!
!
1

» Makes sound, timely decisions that lead to resulis 2
+ Takes personal responsitilily for achieving results
Camments:

| Darothea was placed on a verhal for performance {slow speed doc.) for this review year.
Dorothea must also work on her survey transfers.

5. Develops Self
« HKnows own slrengths and weaknesses
» Lsarns from experience 3
+ Actively seeks feedback for impravement

Comments:
Dorothiea is responsive to feedback to make changes In work behavior,

2.6

ﬂ Average Rating of Effectiveness Areas 1-5

ISECTION B ~ Continued|

brmorrrememn aa T e o reme T i T
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Contribution Toward Achieving Team Goals - Rating
6. Develops Relationships . ‘ ‘ h
« Bulids positive relationships with customers and peers
» Maintaing productive work relationships
» Acknowledges the coniribufions of oihers 3
» s an effective team member
Comments:

7. Demonstrates Resilience and Flexibility

» Dogls effectively with multiple dernands and shifting priorities

» Has a positive can-do attitude when faced with setbacks or criticism
* s receplive to new ideas 3
« Adapts effectively o organization / department changes

Comments: Dorothea does very well at adapting and accepiing changes within the department.

8. Helps Others

» Helps others learn

» Offers foedback to improve others’ performance
+ Provides assistance to colleagues ss needed 3

» Willingly shares job knowledge with others ﬁ
Comments:

9. Supports Company Values and Policies

Praclices the company's vaiues

Consistently follows the company's policies

Practices the code of business conduct and ethics

Acts honestly and ethically on the job

Trests others in a fair and respectful manner

Commants: Dorothea has had two performance Verbal warnings within this review year.

Average Rating of Effectiveness Areas 6- 9 2.75

e e~ Ll e e T T DR
¢« 5 8w

|
)
Overall Key Effectiveness Areas and Behaviors Rating — 20% of Performance Rating
&) (8) () AxBXCw
Rating Target | Category S
Weight | Weight ore
Individual Effectiveness Behaviors 26 50% 20% 26
Avsraga Rating of Areas 1-5
Contribution toward achieving team goal 2.75 50% 20% -28
Average Ratiag of Areas 6.9 {
Total Effectiveness Rating
Sum Individual Effectiveness and Contribution Toward Achieving Team Goal Scores 54
|
;
i
5 %

it s
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SECTIONC - Perfbrmance Summary: Cbpy the nurnerical Scores from Sections A and B to
the appropriate boxes below. Sum these scores to determine the Total Score. Provide a
Performance Rating by placing an "X" in the appropriate Performance Rating box below,

Total Optimum Service Score 1.26
Total Operational Compfiance Score 1.51
Total Effectiveness Score | + .54
Total Score 3.31
X
10-18 2027 28~3.8 3.7-45 4.6 - 5.0
Performance n 2 3 4 5
Summary: Dig Not Achieve Partiatly Achigved Exceaded Far Exceeded
Expacled Achievad Expacied Expected Expected
Perlormanca Expectad Perfarmancs Performance Peiformance
Performance T

SECTION D - Overail Performance Rating: Provide a narrative of any exceptional
performance factors (strengths andjor development areas) that have significantly influenced
the employee's overall performance. Provide an Overall Performance Rating by placing an “X"
in the appropriate Overall Performance Rating box below.

Additional comments:

The past years performance for Dorothea has shown improvement in SER, QoSD and THAT
Darothea still has to continue to improve in these areas, She has also improved on her Knowledge
check. Dorothea's Availability has been almost stellar. She has taken it up on herself to try to mest
in all areas and improved because of this. She has made an ardent effort to improve. Dorothea
displays a positive and professional image to the customer at all times; maintains composure in
difficult situations and irate calls. Dorothea carries out all duties and tasks without sacrificing
accuracy or quality. She is always available for feedback and uses that feedback in a positive
fmanner.

Qver the past year she has had two performance verbal warnings for siow speed documentation
and THAT Over the past few months they have improved.

JAO799




Case 16-1186, Document 52, 06/10/2016, 1791177, Page262 of 262

CERTIFICATE OF SERVICE

| hereby certify that on June 10, 2016, | electronically filed the foregoing
Joint Appendix, Volumes I, I1, I11, 1V, and V with the Clerk of the Court for the
United States Court of Appeals for the Second Circuit by using the CM/ECF
system. All participants in the case are registered CM/ECF users and will be
served by the appellate CM/ECF system.

Respectfully submitted,

s/ Jamison F. Grella
Attorney

Dated at Washington, D.C.
This 10" day of June 2016
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